District 72 Club Resource Series


Addressing Issues from Moments of Truth – First Impressions
The first section of the “Moments of Truth” workshop is that of “First Impressions.”  First impressions are formed within the first 30 seconds of contact and set the foundation for all further interactions with that person or club.  
If the first impression is a positive experience, the individual is more likely to look favourably on the club.  However, if the first impression is negative, then the club may not be able to overcome this handicap.  Even if they do, it will take several more interactions with the club before the person is willing to re-evaluate their first impressions.  

Questions from the Workshop:

· Guests greeted warmly and introduced to officers and members

· Guest book and name tags provided

· Professionally arranged meeting room

· Arrangements meet speakers’ needs

· Guests invited to address the club

· Guests invited to join

A guests first impressions are based on more than the greeting at the door; they incorporate the whole first experience with the club.  For many guests (who don’t come along by a member) their first contact with Toastmasters is either:

· Visiting the Toastmasters International website and finding details of your club.  Is the information accurate and up to date?   Is the location map accurate?
· Visiting the New Zealand Toastmasters website and finding details of your club in club finder.  Is the information accurate and up to date?  

· If you meet fortnightly, can they work out which week to come in?  

· Visiting your club website.  Look at your club website, if you were a non member thinking about coming to Toastmasters what sort of impression would you get from the club website?  We are a communication organisation.  How well does your club website communicate what Toastmasters is?  Again is the information up to date and accurate?  

· Seeing a Toastmasters poster, brochure or flyer.  What impression do these give?  What is the quality of the poster, brochure or flyer?  Is the information in them, up to date and accurate?  

· Getting information from places like the Citizen’s Advice Bureau, the local information centre or a community website.  Do these places have accurate and up to date information?  

· Listings in local directories, e.g. Lions or Rotary Free Directories or even Telecom Directories.  Again is the information up to date and accurate? 

· Is your meeting room easy to find – even for someone who only moved to the area last week?  Do you need to include a map on your website?

Try this exercise:  Assume that you have just moved into your club area and don’t know anyone.  You have been thinking about checking out Toastmasters and want to find a club.  
Identify as many ways as possible and try them out.  Did they work?  
Did they have the information?  Was the information accurate and up to date?  
Did you get a good first impression of Toastmasters?

PTO
First Impressions at the Club Meeting

Refer to “The Club Meeting” in this series for more information

Your guests have either: 
· Responded to your promotional campaign, 
· Accepted an invitation by a club member or 
· Identified a need and decided to take action.  
What they are checking out at your club meeting, is whether this is the club they want to be part of.  

Even small things can make a difference – either way.  Some suggestions
· The first things to set up for your meeting are: signs outside to direct guests to the room, and the welcome table.  Enthusiastic guests can turn up 15 minutes early.

· Have a membership committee.  The VPM (chair), VPPR, Sgt, and 3-4 members.  Their role is to welcome guests, look after them during the meeting and when the guest wants to join assist with the Form 400.   

· One member of this team should have seats close to the door, so they can greet any guests who arrive after the meeting has started.
· Have all the members of the membership committee fully training in signing up a new member (including the joining fee for each month).  If you get four or more guests wanting to join then you can handle this.

· Ensure that guests are introduced to the Club President, preferably before the meeting but if not possible then during the break.

· Have the Toastmaster / Chairperson / President state when welcoming the guests say something like “you will be offered the opportunity to speak, we encourage you to take that opportunity, but if it doesn’t work for you at this stage, just say PASS”.

· Make sure that every guest is given the opportunity to speak, please avoid a Table Topics Master “pressuring a guest to participate in Table Topics”.  Have the table topic appropriate to the level of the “victim” e.g.: a guest or new member gets an easier topic than a DTM.  Some clubs have the Table Topics session straight after the break.  This gives the Table Topics Master the opportunity to check with each guest.

· Whatever room set up your club uses, mix the guests in with the members, ideally spread amongst the members.  Having a separate “guests section” just creates a “them and us” impression.  You want to have the guests feel part of the club, part of the meeting.

· At the supper etc break ensure that guests are mixed in with your club members.

· Invite guests to join.  The TI educational “Closing the Sale” is highly recommended to be run each year.   
· Some first time guests will come along having already decided to join the club.  If no one asks them, some may make it mean that they are not wanted and won’t return.  Some will decide at their first meeting whilst others will take a while to decide.  One approach on a one to one basis after the meeting is “would you like to come to our next meeting to check us out further, or would you like to join the club now?”
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