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 enhancements 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.
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