Renewal E-mails and Phone Calls Made Easy
The drop date is March 1. 
HCMS Drop call efforts will occur in mid March.
Retention Process Summary:

1. If available send an e-mail

2. Follow a week later with a phone call

HCMS Renewal E-mail Template

Dear Dr. ____________, 

I am reaching out to you today as a member of the Harris County Medical Society to encourage you to renew your membership in TMA/HCMS. Your current membership expired on March 1 and I encourage you to renew it so you can continue benefiting from the  many services TMA/HCMS has to offer in 2010 (see link to list of member benefits). 
Link: http://www.hcms.org/Template.aspx?id=28
You can renew your membership: electronically or by calling Regina Palasota at HCMS (713-524-4267). Link: http://www.hcms.org/Template.aspx?id=20
I will be calling you the week of __________ to discuss with you further the benefits of your membership and the two organizations’ accomplishments in 2009; accomplishments made possible by over 10,000 physicians who chose to be members in 2009 (see link to highlights).
Please let me know the best time to reach you and do share with me any issues or concerns about HCMS/TMA or about your practice and I will be glad to have them addressed.

Regards,

_____________MD.
Please keep the call short and on purpose. Ask for the primary (physician) contact. 

Study the sample script provided. Feel free to make your personal changes or edits as you wish; then, study the materials and sample objections/answers in advance and obtain answers to any of YOUR questions before you begin.

HCMS Renewal Call
Tone/Goals:

· These are friendly reminder calls….NOT collection calls. 

· HCMS is appreciative of their past support and want to encourage their continued participation.

· We would be happy to take their payment, therefore, leaving one less thing on their to-do list. 
· If the physician wants to vent, let them. Often times, they just want to know they have been heard. The majority of calls are brief and members are appreciative of the call. Most usually don’t realize they haven’t yet renewed.
Helpful Hints:

Smile when you make the phone call – a positive attitude will be communicated through your tone of voice!

Identify yourself immediately as a member of the Texas Medical Association/HCMS.  
Reflect on the primary reason you first joined, and why you continue your membership.  A personal anecdote, relating how HCMS  has helped you, is often most compelling.  You know the value of membership – the challenge is to communicate it to your fellow physicians.  

Listen to colleagues – uncover the need.  Once you’ve determined your fellow physicians’ needs, tailor your message to address those needs, showing specifically how HCMS can help.

Be enthusiastic, and don’t let objections throw you.  Objections – particularly “I don’t have the time” or “I don’t have the money” – are a natural part of the conversation. Objections are often a request for more information, or may give your member prospect a pause, a chance to think through the idea of joining.

One of the best ways to deal with objections is the “feel, felt, found” method.  For example, if someone tells you that membership is too expensive, you can reply, “I know how you feel and know how hard we have to work these days to make every dollar count.  Others felt that way, until they found that membership paid for itself – from key legislative wins that reduced practice costs or maintained reimbursements, to discounts on conferences and CME, to the invaluable networking opportunities.  Give it your own personal touch.
HCMS Renewal Call Sheet Script
Welcome and Introductions:
Hello, ________________, this is ____________________________ calling from the Harris County Medical Society for Dr. _________________. Is Dr. ________ available? 
Once the member comes to the phone, be sure to introduce yourself again. 
Dr.__________,  thank you for taking my call,  I only need a minute of your time. I am calling today as a member of the Harris County Medical Society to encourage you to renew your membership in TMA/HCMS. Your current membership expired on March 1 and I encourage you to renew it so you can continue benefiting from many services TMA/HCMS has to offer in 2010 (Pause and leave it open for their response) 

If the response is positive skip to payment options.  If negative, please see Overcoming Objections. 

Overcoming Objections:  Please refer the Membership Benefits and/or Overcoming Objections flyers as well as the HCMS 2010 explanation of cover. I am sorry to hear that you are uncertain about (or) not planning on renewing. May I ask why? This will uncover the objection and allow you to respond. 
 Payment Options: HCMS accepts the following credit cards -Visa, MC, Discover.
Installments options are available. Would you be interested in learning more?  Let me connect you with the HCMS Membership Department to discuss these options with you further.  
If a member indicates they prefer to pay later or they need another invoice:

· Contact Regina Palasota at 713-524-4267, ext. 243, or Regina_palasota@hcms.org
Closing:
(If there is a serious complaint, make a note of it and provide it to Regina Palasota for follow up.) I’m so sorry, I assure you that I will relay your comments to the appropriate HCMS staff member. The staff will follow up with you within a week. Include this in your notes. Verify contact information for follow up and make changes in demographic update if need be. Thank them for their time. 
(If member indicates they plan to renew.) Before I go, do you have any questions? Regina Palasota with HCMS will be contacting you to follow up on renewing your membership. Also, for the most up-to-date information about member events, benefits and services, please visit HCMS.org. Thank you for renewing your membership!
