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As a club, you want every new and prospective member’s initial interaction with the club to be a
positive one. These decisive times when initial impressions are formed are known as Moments of
Truth. The Moments of Truth is your guide to delivering quality service and outstanding member
experiences. Moments of Truth is a tool that enables sustained club quality through guided evalu-
ation and targeted recommendations. A high-quality club encourages and celebrates member
achievement, provides a supportive and fun environment, and offers a professionally organized
meeting with variety. In those clubs, officers are trained in all aspects of club quality to ensure
that members have access to a formal mentoring program, are provided evaluations that help
them grow, and are motivated to achieve their goals. When clubs successfully exemplify the
Moments of Truth, members are ensured a safe, supportive environment in which to achieve
their goals.
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When anyone comes in contact with any aspect of Toastmasters, the person forms an impression
based on his or her experience at that particular time. Clubs must remain cognizant of these crucial,
decisive times and ensure that every experience with Toastmasters is a positive one. There are six
critical moments of truth in which clubs have an opportunity to create positive impressions. The six
critical Toastmasters moments of truth are:
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Firstimpressions are important to club success because guests’ positive experiences and observa-
tions determine whether they will return and become members.

Greet each guest at the door. Introduce the guest to officers and members.

Give each guest a name tag. Ask the guest to sign the guest book.

Set up a professional-looking meeting room.

Ensure the meeting location is conveniently located, accessible, and the meeting room is clearly
marked.

Encourage guests to participate in the meeting and to comment on their experience at the end.
Invite guests to join the club on the day they visit.
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In order to offer members the greatest benefit from the Toastmasters experience, the club must
acquaint new members with the Toastmasters education and recognition programs and make
members aware of the club’s responsibility to them and their responsibility to the club.

Induct new members formally and provide a membership pin.

Assign a mentor for one-on-one assistance.

Discuss how the educational program helps develop speaking and leadership skills.

Survey all new members’ learning needs and include a section for people with disabilities to let you
know of any accommodations they may need. See Policy and Protocol, Protocol 2.0: Club and
Membership Eligibility, 2. Members with Disabilities.

Assign a speaking role for the new member as soon as possible.

Continue to make new members feel welcome and encourage their participation in meetings.
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Members greet guests and make them feel welcome,
The vice president education (VPE) regularly plans enjoyable, dynamic educational programs with
exciting, thought-provoking themes.

The club enjoys regularly scheduled social events. Encourage club members to participate
in area, district, and international events.

Promote and encourage inter-club events.

Issue a club newsletter regularly and maintain a website.
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When club meetings are carefully planned, with well-prepared speakers and useful evaluations,
members are able to meet their education goals.

Publicize the program and agenda in advance.

Ensure all members know their responsibilities for each meeting and are prepared to carry out all
assignments.

All speeches and projects are from the Toastmasters education program, Pathways.

Begin and end meetings on time.

Feature creative Table Topics™ and exciting theme meetings.

Base positive, helpful evaluations upon project objectives and speakers’ learning goals.
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When the club has enough members to provide leadership and fill meeting and committee
assignments, this creates a lively, active club that benefits existing members and draws new
members in.

Maintain a minimum of 20 or more members.

Work to retain members.

Actively promote your club in the community or within the sponsoring organization.
Continually plan varied and exciting club meetings.

Recognize Toastmasters who sponsor new members.

Participate regularly in membership-building programs
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The club motivates members to stay active by monitoring members’ progress toward goals,
submitting completed award applications immediately, and consistently recognizing member
achievement.

Send award applications to World Headquarters or apply for awards online immediately when
members complete educational requirements.

Maintain and post member progress charts at every meeting.

Formally recognize member achievements.

Recognize club, district, and international leaders.

Publicize member and club achievements.

Use the Distinguished Club Program (DCP) for planning and recognition.

Page 4 of 4



