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The Rebranding Welcome  
 
WHY is this important? 
 
It is important for your existing clients to experience as many aspects of your New Client Process 
as possible.  

This will create a feeling of comfort and awareness of what the process involves, thereby 
minimizing their uncertainty and perhaps their unwillingness to make introductions to you. 
Furthermore, the last thing you want is for your AAA client to hear from the individual they just 
referred to you about some of these ‘small’ but ‘big’ client experience aspects.  This needs to be a 
‘me too’ moment for your top existing clients.  

This is a key area where actions speak louder than words – don’t tell them; show them you are 
committed to providing them with an exceptional client experience. 

WHO is this proven strategy designed for? 

For those who want to surprise and delight their top clients in a way that will have them smiling and 
telling others about you. 

WHAT should you expect? 

You will: 

• Finish the rebranding with your existing clients on a high note 

• Finish tracking their rebranding activities, but continue to track the results of your 
efforts 

• Refer to “What You Can Expect from this Best Practice” on the next page for more 
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What You Can Expect from this Best Practice 

 
PURPOSE  

• To build trust in you, your approach and your financial planning advice  

• To reconnect with your top clients in an impactful way  

• To ensure clients feel great about working with you and feel appreciated by you  

EXPECTED RESULTS 

You will:  

• Set the stage for an enhanced productive, professional relationship  

• Achieve higher client engagement resulting in an increase in assets under management, 
new business and increased revenue from existing clients 

• Achieve introductions from your existing clients, which will also increase assets under 
management and revenue generated. 

Your clients will: 

• Be on the receiving end of an exceptional client experience, which we all know is rare 

ACCOUNTABILITY 

You will:  

• Feel confident in your renewed partnership with your top clients.  

Your clients will:  

• Be more receptive to your financial planning recommendations.  

• Talk about your trustworthiness.  

• Talk enthusiastically about what you do and how you do it.  

• Be clear, precise and accurate when describing you and your approach to family, friends 
and associates.  
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TAKE ACTION & GET STARTED   
 
The final phase in the Existing Client Process is the Rebranding Welcome which includes the 
following:  

1. Send a Step 5_Rebranding Welcome Card & Gift   
2. Send a Step 6_Rebranding Welcome Letter  
3. Make a Step 7_Rebranding Follow Up & Care Call 

Sample resources for each of these can be found in the Resources Section.   

Become familiar with each of these resources, know where to find them, customize them where 
required and be ready to roll them out. 

Tracking It All 

Again, use your Existing Client Rebranding Tracker to track completion of this process and capture 
future results. 

This Rebranding Welcome reinforces re-branding efforts and demonstrates that your approach 
has evolved. Bottom line: you need your existing clients to experience first-hand as much of the 
'new client' process as possible. This will create consistency in both existing and new client 
processes.  

Remember to:  

• Refer to the Rebranding Welcome steps on The Existing Client Process Checklist.  
• Ensure that each step is implemented at the appropriate point in the process.  
• Consistently use every aspect of the process with existing high value clients.  
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Rebranding Welcome Card and Gift 

 

 
The Rebranding Welcome Card   
 
Send the Rebranding Welcome Card immediately after the Update Meeting with your existing 
client.  
 

• Use a quality card and handwrite the note.   
 

• Refer to the sample script below; feel free to customize this note and to tie in FORM as 
appropriate. 

 

The Rebranding Welcome Gift  
 
The gift they receive should be the same gift used as your “New Client Welcome 
Gift”. 
 

• Connect with the CUSO Fulfillment Centre regarding Welcome Gifts.  
 
 

 

Dear [Existing Client], 

 

I want to take this opportunity to thank you once again for taking the time recently to come in and 

update your relationship with us. I sincerely appreciated your time and enthusiasm.   

 

As a token of our appreciation, we hope you enjoy the [Gift Item]. 

 

As always, feel free to call us anytime.  

 

Sincerely,  

 

Advisor's Signature 
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Rebranding Welcome Letter 

 

 
Send the Rebranding Welcome Letter 2 weeks after the Update Meeting with your existing client.  
 
Refer to the sample below. 
 
 

 
[Date] 

[Name] 
[Address] 
[City, Province] 
[Postal Code] 
 
Dear [Existing Client], 

Thank you for the time you recently took to update your relationship with us.  
 
I take great pride in the work I do with my clients and I appreciate that you trust me to take care of 
your financial affairs.  I don’t take that kind of trust lightly and I look forward to continuing our 
relationship for many years to come. 
 
As you know, I have a professional support team available to assist you and they are committed to 
serving our preferred clients.   
 
Our team members include: 
 
 [Sales Assistant Name], Sales Assistant 

 Telephone: [Sales Assistant direct line]  

Email: [Sales Assistant email address] 
 
Please contact us if you have any questions about your Personal Financial Organizer or any other 
aspects of the service and advice we provide.   
 
We look forward to helping you achieve your goals and objectives. 
 
Sincerely,  
 
 
[Name] 
[Title] 
[Organization] 

Rebranding STEP 6 
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Rebranding Follow Up & Care Call 

 
 

Use the following telephone script as a guide to assist you with the Follow Up & Care Call with 
existing clients.  

             

May I speak with [Existing Client] please?  This is [Your Name] calling from [Credit 
Union/Organization].  As part of the recent service enhancement we shared with you, there are a 
couple of things we wanted to follow up on. 

First, we’re making sure you understand the information contained in their account 
statements.     

Do you have 5 minutes right now so I can review this important information and answer any 
questions you might have? 

• If no, rebook for a fixed time in the next 5 business days. 

• If yes, continue with script below. 

Great, why don’t I give you a minute to find your most recent statement and we can review it 
together.   

• Walk through Statement features. 

Do you have any other questions about how to read your statement? 

Second, we wanted to follow up on our Accounts Online Service. 

• Do your research here:  

• If they are currently setup to access Accounts Online, ask them if they have any 
questions about how to use it and answer them accordingly. 

• If they are not currently setup to access Accounts Online, ask them if they would 
be interested and help them get it set up. 

Finally, I wanted to ask if you have any other questions or concerns that I can help you with today 
– especially as it relates to your new Personal Financial Organizer. 

• If yes, answer questions accordingly or book an appointment to discuss. 

• If no, proceed to end call. 

Thank you for your time today [Existing Client]. Have a great day.  Good Bye. 

Rebranding STEP 7 


