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MEMBERSHIP TELEPHONE TECHNIQUES 
 

    When working Membership (new member prospects or 

renewals) the question often comes up as to which is better  

personal phone call or written contact.   

 

    We all realize face-to-face contact is best but contacting 

members or prospects by phone or letter has advantages and 

disadvantages.  In all cases Membership workers should 

consider the pros and cons of each method. 

 

    Telephone communication is faster and more personal than 

written correspondence.  The sound of a voice rather than a 

signature humanizes the contact. 

 

    A telephone call might be considered an intrusion or 

convenience. 

 

    If permanency of a record is important then a letter 

provides such, but this is usually not the case on our quest for 

membership.   

 

    If cost is a factor this must also be considered.  Especially 

in some areas where most phone calls become long distance 

calls.  However, writing letters also takes time, and time is 

money. 

 

    

communicate better orall  

 

    Perhaps one thought might be the written word 

unpublished can be corrected or destroyed, but the spoken 

word can never be recalled. 

 

    Most sales organizations use a letter with a telephone 

follow-up.  You must decide what will work best and be cost 

effective in your membership efforts. 

 

    Remember in an effective membership program 

communication is paramount and you should evaluate the 

members of your Team and assign them to the area they do 

best  knock on doors  write letters  make phone calls  

etc. 

 

    While the use of the phone is only one method of 

communication, this particular article refers to its use in 

Membership. 
 

    The following pages contain scripts to be used by 

Membership workers as they telephone prospects/members. 
 

    Professional sales people follow a script to keep them on 

course.  They make minor adjustments to fit their style. 

Eventually they are using the script without looking at it. 

 

    Use of a script develops consistency in our message.  No 

one expects you to follow the script exactly because you 

could sound artificial.  To use a script well you must 

 

your own words and phrasing and you will feel more 

comfortable with it.   

 

    

prospect/member.  It could be detected as impersonal or 

insincere and cause a negative reaction. 

 

    Scripts cannot answer every question nor will they solve 

problems.  If they could, we would use recordings instead of 

Membership workers like you and me. 

 

    Since nothing can be signed, or proof of eligibility cited, 

nor dues be submitted over the telephone lines, it must 

always be remembered the purpose of the phone call is to 

make an appointment to accomplish one or all of these tasks. 

 

    The phone call to a prospect/member is actually divided 

into two sections: 

 

1. Pre-call Planning 

2. The Telephone Call 

 

    PRE-CALL PLANNING 

 

1. Establish Criteria for Qualifying Prospects/Members 

2. Develop a List of Prospects/Members 

3. Prepare and Practice an Opening Statement 

4. Prepare and Practice Fact Finding Questions 

5. Prepare and Practice Your Sales Message 

6. Prepare and Practice Your Request for an Appointment 

 

NOTE:  The purpose of qualifying your prospect is to check 

on their eligibility, if they are not a member.  If they are not 

eligible for The American Legion, check their eligibility for 

Auxiliary or Sons of The American Legion membership as 

applicable and proceed as necessary. 

 

    THE TELEPHONE CALL 
 

1. Identify Yourself and The American Legion  

2. Establish Rapport with Prospect/Member 

3. Make an Interest Creating Comment 

4. Ask Fact Finding Questions 

5. Deliver Your Message 

6. Ask for an Appointment 

7. Overcome Objections 

8. Confirm the Appointment  Time and Location 

9. Express Your Thanks 
 

    Because you have prepared, you can approach the actual 

call with confidence.  No matter how skillfully you have 

prepared, you need as much skill putting your plan into 

action.  Each step is vital to the success of the call.  All of 

prospect/member on the phone.  Even though you are well 

prepared, you will need to be alert and flexible, 

particularly if any objections are raised when you ask for 

an appointment. 
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Always speak distinctly, at a moderate pace.

Use everyday language. Avoid jargon and 

acronyms.

Always repeat information as you sum up.  Include 

name, address, phone number and specific 

appointment time, place, etc., and any other 

pertinent information (i.e. Service Number, DD-214, 

Dates of Service). 

Be specific.

Encourage questions.

Sit upright.  When your body is slumped over you 

constrict your chest and strain your voice and the 

listener will have trouble hearing or understanding 

you.

Think about only the one call you are making.  Not 

all the other calls you have to make today, 

tomorrow or next week.  One challenge at a time is 

enough.

Rehearse before you get on the phone.  Use the 

provided scripts, prepare one of your own or use a 

combination of the two.

Speak in a strong confident but pleasant voice.

Practice, use your script, make calls and your 

confidence will soar.

Smile  
 

Lean on your elbow while holding the phone in your 

hand.  This will tense your throat and affect your 

speech.

Link words together.  Say those short words such as 

main words of the sentence.

sound depressed, bored, flat, or tired.  Put a smile in 

your voice.  Sound excited, sincere and interested all at 

the same time.

TIPS:

Write out or type your script.

Practice what you are going to say.

Keep script and information in front of you.

Record pertinent information.

Be prepared.

Have available information on Local, State and 

National American Legion Programs, i.e. Agent 

Orange, Flag Issue, Veterans Administration, Local 

Service Officer, Addresses, Phone Numbers, Current 

Meeting Dates, etc.

 

The scripts included in this text are a sampling of the many types of phone calls 

you and your membership team will be making. 

The script can be used for all prospects. 

 

The script, although similar to the  script, stresses a few notes of 

 

 

The script is directed at those members who have discontinued their membership. 

 

The is directed at those members who have not renewed their American Legion 

 

 

These scripts are not all inclusive, but they contain the basic introduction and message, which can be used by 

the membership worker.  They may also be modified to fit the needs of the individual caller, Post, District or 

Department. 

 

Remember, keep on dialing for MEMBERSHIP  GET THAT APPOINTMENT! 



 75 

MEMBERSHIP SURVEY 

       from American Legion Post No.   

   Your Name 

here in         .  We are in the process of contacting all  

   Location 

the veterans in this area and would like to ask you a few questions. 

1. Are you or is any member of your household a veteran? 

(If no, discontinue survey.)  (If person answering the phone is not a veteran but there is one in 

the household, ask to speak to him/her, repeat your message and ask his/her name. 

    2.  ___________________________________________ Are you a member of The American Legion? 

   Prospect Name 

(If yes, thank them for their membership, ask for a referral, discontinue survey.) 

    3.  What years were you (they) in military service? 

AUG. 2, 1990 -  cessation of hostilities (as determined by the U.S. Government) 

DEC. 20, 1989 -  JAN. 31, 1990 

AUG. 24, 1982 -  JUL. 31, 1984 

FEB. 28, 1961 -  MAY 7, 1975 

JUN. 25, 1950 -  JAN. 31, 1955 

DEC. 7, 1941 -  DEC. 31, 1946 (Merchant Marines eligible ONLY during this time) 

APR. 6, 1917 -  NOV. 11, 1918 

(If dates of service are not included in this list, discontinue survey.  Thank them for their time.)

4.  Have you ever been a member? 

(If yes)  Why did you drop out? 

a. (If attitude is good about The American Legion, ask about a visit now to his or her home to 

tell them about your Post.) 

(If no) Could we make an appointment with you at your convenience and discuss our 

organization?  Perhaps tonight at 7:00 p.m. or tomorrow at 6:00 p.m. 

b. (If the person has a negative attitude about The American Legion, ask them if there is a 

reason he or she has not joined or would not consider joining.  Ask if you could send or 

bring some literature on some of the programs of The American Legion.  Listen to the 

Visit Appt. Time     Date   Name 

Address 

5. Repeat appointment time and date  let prospect acknowledge same. 

Thank you for your time, Mr./Mrs./Ms.        
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       from American Legion Post (District,  

Your Name 

Department, etc.) here in       .  We are contacting all the  

      Location 

veterans in this area and would like to ask you a few questions. 

1 Are you or is any member of your household a veteran? (If no, thank them and discontinue 

call). 

2.  __________________________________________are you/they a member of the Legion? 

   

    3.  What years were you (they) in military service? 

AUG. 2, 1990 -  cessation of hostilities (as determined by the U.S. Government) 

DEC. 20, 1989 -  JAN. 31, 1990 

AUG. 24, 1982 -  JUL. 31, 1984 

FEB. 28, 1961 -  MAY 7, 1975 

JUN. 25, 1950 -  JAN. 31, 1955 

DEC. 7, 1941 -  DEC. 31, 1946 (Merchant Marines eligible ONLY during this time) 

APR. 6, 1917 -  NOV. 11, 1918 

(If dates of service are not included in this list, discontinue survey after explanation and offer thanks.)

4. ________________________________________are you aware you are eligible to join The 

American Legion?  The reason I ask is many times women, like yourself are often told 

you are eligible for membership and welcome in The 

American Legion.  This is not a change; eligible veterans, male or female, have always had the 

opportunity to join our organization. 

5. Have you ever been a member or considered being a member? 

A. (If yes)  Why did you drop out or what kept you from joining?  

(If attitude is good about The American Legion, ask about a visit now to her home to tell her 

about your Post.) 

B. (If no)  Could we make an appointment with you at your convenience and discuss our  

organization?  Perhaps tonight at 7:00 p.m. or tomorrow at 6:00 p.m.

(If the person has a negative attitude about The American Legion, ask them if there is a reason 

she has not joined or would not consider joining.  Ask if you could send or bring some 

literature on some of the programs of The American Legion.  Listen to the her misgivings and 

ask if a personal visit might clear the air. 

Visit Appt. Time     Date   Name 

Address 

6. Repeat appointment time and date  let prospect acknowledge same. 

7. Thank you for your time, Mrs./Miss/Ms. _______________________________________________ 
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      from American Legion Post (District,  

Your Name 

Department, etc.) here in _________________________________________.  We are contacting members  

                Location 

of our department (State) Headquarters Post who live in this area. 

Are you ___________________________________________________?  (If so, continue as follows  If not 

    

ask if member is home). ___________________

        Your Name 

[Repeat message above if member has just been called to the phone.] 

1.  _________________________________________the reason we are contacting you as a Headquarters 

   

Post member is to see if you would be interested in: 

A.  (Joining an active Post here in __________________________________________________________) 

         Location 

B.  (Joining and helping us establish a New American Legion post here in ________________________) 

          Location 

C. If the member is interested in any of the options listed above: 

___________________________________________________ (Make an appointment) Could we make an

   

appointment with you at your convenience to discuss 

____________________________    ___________________________    ____________________________ 

  A     B   C 

Is tonight at 7:00 p.m. or tomorrow at 6:00 p.m. best for you.  (Always offer a choice.  If neither is 

convenient, the member will usually tell you a convenient day and time.) 

A. Record the appointment 

TIME  -  DATE  - NAME - LOCATION 

B. Repeat appointment time and date  Let prospect acknowledge same. 

C. Thank member for his/her time and cooperation. 

2. If member wants to remain as a member of Headquarters Post: 

I.  Thank him/her for their membership. 

II. Thank him/her for their time. 

III. Give them a local name and/or phone number to contact should they reconsider or have a question 

concerning The American Legion. 
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   Your Name                                                                                       Number 

 

here in __________________________________.  Are you ______________________________? 

                                  Location                                                              Former Memb  

 

__________________________________ we are contacting former members of our Post to see if   

                      Name 

 

you still belong to The American Legion at another Post or if not, if you would consider joining our 

Post once again. 

 

1. If the 

membership and his/her time. 

 

2. 

him/her up. 

 

3. If former member wants to explain why he/she quit  listen with an open mind  discuss 

problem  resolve or smooth-out problem  ask him/her to come to the Post and see the 

difference, etc. 

 

4. If the former member is interested in rejoining: 

 

A. (Make an appointment) Could we make an appointment with you at your convenience to 

discuss 

  

            ______________________    ________________________ ___________________ 

                               A                                                    B                                                  C 

 

B. (Record the appointment) 

 

TIME          -          DATE          -          NAME          -          ADDRESS 

 

C. (Repeat appointment time, date and location)  Let former member acknowledge same. 

 

D.  (Again, Thank person by name for his/her time and cooperation). 
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POST MEMBERSHIP 

TELEPHONE RESPONSE PLAN 

What happens at your post when a prospect or a current member comes in or calls for 

membership or renewal information? 

 
Is there a point of contact which can be given by anyone answering the phone? 

 

 

 

Is there material readily available which can be mailed by person answering the phone? 
 

Is there an information card available, near the phone, for anyone to copy down the 

necessary information and pass it on? 

 

What kind of a message do you give to any member of your post who might answer the 

phone to pass on concerning membership? 

 

membership? 

 

Are callers told to call back or come in 3  
 

 OR  

 
 

 
Have you ever called your post to see how some of these inquiries might be answered?  You 

might be unpleasantly surprised. 

 

How do you feel about a first impression?  The response of a phone inquiry to your post by 

that prospective member could form his/her first and last impression. 

 

If you were the person seeking membership information how would you like to be treated 

and what would you hope to accomplish? 

 

Then put that plan into action  NOW   

 

No one expects anyone to know everything or everyone to know anything about 

membership  BUT  anyone who may or will answer the phone must know what to say and 

what to do to oblige the caller/prospect/member. 

 

Likewise there must be a plan for those who visit the post seeking membership information. 

 

How many members has your post lost due to a lack of a plan? 


