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Step 1: Have a “Pre-Call Plan”
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Know “WHO” is canceling.

How long have they been a member?
 
What products, events and/or resources 
have they bought?
 
Know what time zone they’re in.
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Step 2: Prepare to Make an Offer
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Members cancel for one of three reasons: they’re in 
trouble, under tension or in transition.

You should make them an offer! 
Can you give them...

Your goal is to help every member
who is experiencing some sort of difficulty.

Half-price month?
 
Half-price two months?
 
Free month?
 
Tool or resource?
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Step 3: Have a Conversation With Them!
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Sample Call Script

Voicemail Follow Up Email - [Sent IMMEDIATELY After Voicemail] 

Sample Voicemail Script

Reach out via phone as a first choice, and then by email if you don’t get an answer.
Ask them, What can I do to help?
 
I’ve found that when people request to cancel it’s usually because of some difficulty
they’re experiencing… Allow them to share their concerns and look out for ways you can help them 
or solve any challenges they may have.

Hey [First Name], this is [Caller’s Name], and I’m calling from [Owner/Coach/Business Name] and I 
received a note saying you had a question about your membership. 
 
How can I help? [Discover how you can best help them]

Hey [member name], this is [your name], and I’m calling from [insert your business name] and I re-
ceived a note saying you had a question about your membership. 

If you would, please call me back at [Your Phone Number] or, simply reply to this email and let me 
know when a good time to call would be. 

Talk soon.

Subject: Question about your membership...
I just left you a voicemail. [Owner/Coach] sent me a note saying you 
 
had a question about your membership.
I want you to know that people matter more than your membership. I call everyone who signs up and 
who cancels. The last thing we want to do is abandon a member who is going through some sort of 
difficulty.  
 
We want to help!
 
Please let me know by calling [Your Telephone Number] or just reply to this email and let me know 
when would be a good time to talk. 

Talk soon!
 
[Your Name]
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Step 4:Make the Offer & Ask Them to Stay!
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Sample Phone Call

Sample Voicemail Script - [Only make offer on call or via email]

Tie the offer back to how it will help them overcome their trouble, tension or transition.
Think, “If I could make this happen, would you be interested in keeping your membership?”

Hey [First Name], this is [Caller’s Name], and I’m calling from [Owner/Coach/Business Name] and I 
received a note saying you had a question about your membership.  
 
How can I help? [Discover How You Can Help and Make Appropriate Offer] The reason for my call is 
the last thing we want to do is abandon a member who is going through some sort of difficulty.
Just wanted to see if there was some sort of “trouble, transition or tension” and if so I was going to 
offer [your offer] to try and help. 

[Proceed According to the Conversation]

Hey [member name], this is [your name]. 
 
If you would, please call me back at [Your Phone Number] or, simply reply to this email and let me 
know when a good time to call would be. 

Talk soon,
 
[Your Name]

Sample Email
Subject: About your membership…
Hey [Member Name], 

The reason for my call and email is that I wanted you to know that people matter more than your 
membership. I call everyone who signs up and who cancels.  
 
Just wanted to see if there was some sort of “trouble, transition or tension” and if so I was going to 
offer [your offer] to try and help. The last thing we want to do is abandon a member who is going 
through some sort of difficulty.
 
Per your request, I’ve canceled your membership.
 
Just know, you’re valued and you’re welcome back at any time.
 
[Your Email Signature]

http://www.MembershipMultipliers.com


Step 5: Always Follow-Up By Email!
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[Email Sample - Declined Your Offer]

[Email Sample - Accepted Your Offer]

Confirm their cancelation or the offer that they accepted.
THANK them and INVITE them back!

Email Subject: About your membership 

Hey [First Name],
 
Thanks for letting me know.
 
Per your request, your membership has been cancelled and you will not be billed moving forward. 

If you have any questions, please let me know.
 
You are welcome back at any time.
 
[Your Signature]

Email Subject: About your membership
 
Hey [First Name],
 
Thanks for letting me know.

I am excited you decided to accept [Offer/Terms They Accepted].
 
If you have any questions, please let me know, I am always happy to help.
 
[Your Signature]
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When Someone Does Not Respond
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Sample Email - [Sent if they do not respond]
Subject: About your membership…
 
Hey [Member Name],
 
The reason for my call and email is that I wanted you to know that
people matter more than your membership. I call everyone who signs
up and who cancels. 

Just wanted to see if there was some sort of “trouble, transition or
tension” and if so I was going to offer [your offer] to try and help. The
last thing we want to do is abandon a member who is going through
some sort of difficulty. 

Per your request, I’ve canceled your membership.
 
Just know, you’re valued and you’re welcome back at any time.

[Your Email Signature]
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