
Update Meeting Script

It is important to remember that you are not required to recite this script word for word. Use this script to guide your Update Meeting.  

Your goal is to personalize this script so that it feels natural for you.

Instructions: 

This document has 2 types of text.
· Your script (what you would say to the client) is in regular text type. 
· Your instructions for actions are in italics.
GREETING

Welcome your existing client and establish a rapport with them.

· Hello Mr. and Mrs._______________. 

· How have you been?

Use your FORM information: weather, sports, families, anything to establish common ground – it is worthwhile to connect with your top client for a few minutes.  

Once the welcome and rapport building are well-established, proceed with the meeting.

1. Meeting Overview (1-2 minutes)

· Here is the agenda for today’s meeting.  Give them a copy of the agenda.

· Our purpose today is to fully update you on our practice and approach, including some enhancements we are excited to share with you – one of our best clients.

· Over the years, we’ve worked together we’ve both seen a lot of change – both personally and professionally and today I want to update our relationship.  

· Today I will:

· Tell you about myself and my approach to financial planning.

· Review the plan we have implemented to help you achieve your goals.

· Spend some time discussing the planning process and the ways that it can help you navigate through the various Critical Financial Events in your life. 

· It’s also important for my best clients to have an implicit understanding of what happens when I met with a new client for the first time.

· Some of what I cover may already be clear to you, but I am not making any assumptions.

· However, we are going to spend most of our time today getting completely updated on you and what matters most to you.  

· This means we will be updating your goals and objectives, as well as, reviewing and updating your current situation and the strategies we are implementing on your behalf.

· This is also where we will review your Personal Financial Organizer, which is an important resource we create for you to help you organize, simplify and coordinate all aspects of your financial planning.

· I am pleased to take the time to have this update session today so we can continue to have a successful partnership.

· Do you have any questions? 
2. Update on Our Practice & Approach (15 minutes)

Our Financial Planning Process & Your Critical Financial Events (8-12 minutes)

Use the scripting you created for the 1st Appointment with New Clients at this point.  How you describe your practice should be the same whether they are a new or existing client.

· Our Team of Professionals & Organization

· Financial Planning & Your Critical Financial Events 

· Your Personal Financial Profile

· Your Personal Financial Organizer

· Understanding Our Fees
Use the scripting you created for the 1st Appointment with New Clients at this point.  How you describe the planning process should be the same whether they are a new or existing client.

Graphics and a copy of the Critical Financial Events Script are also found in the 1st Appointment with New Clients strategy.  Use these graphics the same way you would with a New Client.

This is also where you point to the PFO you have prepared for them so they know what to expect in the next portion of the appointment.

Our Introduction Process (1-2 minutes)

You can lead into the subject with existing clients as follows (pick one that works best for you or come up with another that works for you):

· One of the things I thoroughly enjoy about being a Financial Advisor is helping others.  Lead into your Introduction Process…
Or

· Recently, we’ve had a couple clients ask us if we are accepting new clients.  It made me realize we haven’t done a good job at communicating how that works here at [Credit Union/Organization].  I’m going to take a couple minutes right now [client] to explain that to you and I will remind you of it from time to time.  Lead into your Introduction Process…
Or

· We recently undertook a client satisfaction survey which indicated there was a significant gap between the number of clients who said they would be willing to recommend us to friends and family – and those who have.  We interpreted this to mean we haven’t clearly explained some important information about this process to our existing clients.  We want to be sure you can help those you know so we are going to spend a couple minutes here explaining how that works in our practice. Lead into your Introduction Process… 

Only use this last option if in fact you or your firm has conducted a client satisfaction survey and these were the observations.  

Use the Introduction Scripting you created earlier in the program in the 1st Appointment with New Clients.

Be very low key and relaxed. Be as a matter-of-fact as possible.

How you describe your Introduction Process should be the same whether they are a new or existing client – although the lead into this conversation may be different.

3. Your Personal Financial Organizer (40 minutes)
What’s Important to You? (10-15 minutes)
· As a starting point, I want to review your goals and ensure I know exactly what’s important to you - today.  
· As I mentioned earlier, we’ve been working together for a while now and I want to be completely up to date on your situation.
· To start this discussion, please review this handout.
Give them the “What is Important to You?” worksheet.
· I use this process with new clients now to help me understand how I can help them.  Please check the 3 things that are most important to you right now - on this list.  
Without saying anything, give them a few minutes to complete the form.
Some people will take longer than others.

After the client(s) complete the worksheet, discuss their choices with them.  You may wish to use the following to find out more information:

· [Financial peace of mind] means different things to different people.
· Help me understand what [Financial peace of mind] means to you?
· That’s interesting……do you mean (rephrase what they said).
· I understand is [Financial peace of mind] is important to you. Can you tell me more about this?
· Is there anything else [client] that we haven’t discussed as it relates to your financial and lifestyle goals that you’d like to add?
Your Strategy Review & Updating (30-40 minutes)

Give an overview of the PFO binder and how it will help them organize their affairs. 

Proceed to strategy of focus for the meeting. 

· Typically, this will be an update of the IPS and investment recommendations as a matter of course for their Review.

 Future pace how you will be helping them moving forward.

· Next, use one example (Estate Planning Strategy) as an example of an item you will be addressing in the future – based on the goals they just gave you.

Gather, review & discuss any of the items you asked them to bring to this meeting.

New Items for Discussion 

Based on the goals you updated in the previous meeting, you may also be communicating a new strategy to them (i.e. Family Security or Education Savings). 

If this can be done in the span of one hour, proceed.  If, however, it is a more complex strategy that requires a good deal of discussion, you may wish to set up a separate appointment to discuss it in entirety.  

We don’t want to overload the client with information and leave them feeling exhausted with this process.

4. Steps to Implementation (5 minutes)
· Here’s what we need to do next [Client Name]
Review and complete any paper work necessary to proceed with implementation.

If client wants to think about recommendations before proceeding, set appropriate follow up trigger on the CRM.

If additional call or appointment is required to cover new areas uncovered, book it and continue to move forward on the items they told you were important to them.
5. Meeting Wrap-Up (1 minute)
· Thank you for your time today [Client].

· We will be in touch shortly to…

· Should you need anything before we next contact you feel free to call immediately.
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