Failed Payment Templates


Phone Call - Live Answer

Hey #####,

My name is #### and I was calling on behalf of [Business Name].

The reason for my call is there seems to be some difficulty processing the card we have on file.

Sometimes this is due to a change of address, expiration date or some other reason.  

Would you have a moment that we could verify the card on file?

[Allow them to respond]
[Do you need to make them an offer?]
[Update their card and clear the failed payment while they’re on the phone.]

Thanks for updating your card, by the way, while I have you on the phone, how are things going with [insert a topic from your membership].

[Allow them to respond]

Well, again, thanks for taking my call.  We enjoy having you as a member!

[Sign Off]










Failed Payment
Phone Call - Voicemail #1

Hey #####, 

My name is #### and I was calling on behalf of [Business Name].
 
I had a question about your membership.

I can be reached at [insert phone number] between the times of [insert time].

Looking forward to talking soon,

[Sign Off]


Failed Payment
Phone Call - Voicemail #2

Hey #####, 

My name is #### and I was calling on behalf of [Business Name].
 
The reason for my call was that we had some difficulty processing the card on file. Sometimes it is just as simple as an updated expiration date, or we have the wrong security code. 
 
Great news though! You can easily update your credit card online, through the membership site or you can call me at ###-###-#### and I would be happy to update your card for you!

I’ll be sure to follow up this voicemail with an email so you can update it online.

Or, I can be reached at [insert phone number] between the times of [insert time].

Looking forward to talking soon,

[Sign Off]




Failed Payment
Voicemail Follow-up: Email First Attempt

Subject: Just left you a voicemail...

Hey ####,
 
I just left you a voicemail and wanted to follow up by email.
 
My name is #### and I was calling on behalf of [Business Name].
 
The reason for my call was that we had some difficulty processing the card on file. Sometimes it is just as simple as an updated expiration date, or we have the wrong security code. 
 
Great news though! You can easily update your credit card online, through the membership site.
 
I've included your log-in information below:

Login URL: [Membership Site Login]
Username: [Member Login ID]
Password:  [Member Login]
  
Just click on "My Account" in the top right corner, and then "Add a New Credit Card or Update Your Existing Info" to fill out the form.
 
If a phone call is easier, I am happy to update your card for you. I can be reached at ###-###-#### Monday- Friday 8am-12pm EST.
 
Let me know if you have any questions! I am always happy to help!
 
 
All the best!

[Sign off}



[bookmark: _GoBack]Failed Payment 
Voicemail Follow-up: Email Second Attempt

Subject: Urgent - Your [insert membership name] Access....

Hey ####,
 
I just left you a voicemail and wanted to follow up by email.
 
My name is #### and I was calling on behalf of [Business Names].
 
Your [Membership Name] access is set to expire in the next 4 days.
 
There appears to be some difficulty processing the card on file. Sometimes it is just as simple as an updated expiration date, or we have the wrong security code. 
 
To continue your full membership, please update your card online by logging in to the link below:
 
I've included your log-in information below:

Login URL: [Membership Site Login]
Username: [Member Login ID]
Password:  [Member Login]
  
Just click on "My Account" in the top right corner, and then "Add a New Credit Card or Update Your Existing Info" to fill out the form.
 
If a phone call is easier, I am happy to update your card for you. I can be reached at ###-###-#### Monday- Friday 8am-12pm EST.
 
John
 
P.S. If you are experiencing some financial difficulty, reply to the email and let us know.  We really want to help, even if it means giving you additional free access to help you get more members and increase your retention.
 
Again, just reply and let us know.

[Sign Off]
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