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1. Welcome
1.1 Welcome
[image: ]
Notes:
Welcome to Periodic Client Reviews, Course 2: Preparing for Client Reviews. Select the Next button to begin, or select the Accessibility Support button to find out about the accessibility features built into this course.

Accessibility Support Layer: No audio.

https://www.istockphoto.com/photo/confident-businesswoman-sitting-at-desk-gm498323267-498323267



Accessibility Support (Slide Layer)
[image: ]
1.2 Review and Objectives
[image: ]	Comment by Reif, Susan: Recommend shortening the text in the boxes here like we did for the first course
Notes:
(Text on screen with audio – benefits, and text animates to narration timing.)
This is the second course in the Periodic Client Review Series. In the first course, “Getting Started with Client Reviews,” you learned about the benefits of client reviews and how you can get started with your existing client size those relationships. 

(Layer 1: 8R’s graphic animates onscreen – highlight where we are in the process.)
In this course, you will learn more about how to prepare for the Client Review –preparing information to gather and which questions to prepare ahead of time based on the Client’s profile. 

https://www.istockphoto.com/photo/businesswoman-using-laptop-in-office-gm498323255-498323255

Layer 1 (Slide Layer)
[image: ]
1.3 Video Transition
[image: ]
Notes:
Let’s take a moment to connect with Sarah – a New York Life agent whom we were introduced to in the first course. Sarah has had a lot of success by making Client Reviews a regular part of her business strategy. 
A colleague, Dennis, has approached Sarah for some tips for preparing for Client Reviews. Select the button to listen in.

Dialogue/video plays: 

Dennis: Hi, Sarah – thank you for taking the time to meet. I’ve been prioritizing Client Reviews, but I see mixed results. Some clients aren’t interested, and with some clients, it seems like it’s just a Q and A session where I gather information. I need help. I hope you can share some of your experiences with me - tips? Best practices? 

Sarah: Of course - I’m more than happy to help. One of the essential parts of the review is ensuring you’re prepared for it. What are you currently doing to prepare before you meet with the Client?

Dennis: Well – I schedule the appointment. I’ll look at some of the Client’s policy information, but I save most of the fact-finding for the review itself; when we’re face-to-face. 

Sarah: While fact-finding happens during the conversation – you need to take some time to prepare – it sets you up to ask the right questions, which is better for you AND the Client. Why don’t you let me know when you have some time, and I can help you prepare for your following review?

Dennis: That would be great!

(Conversation fades)

Narrator debriefs/transition: 
As you heard Sarah explain, preparing for the Client Review is a critical part of the review process. Let’s explore some steps you can take as an agent to prepare for Client Reviews effectively.

1.4 Agent Dennis - Option 1
[image: ]	Comment by Reif, Susan: Let’s go with Option 1
Notes:
Agent Dennis – Option 1



1.5 Agent Dennis - Option 2
[image: ]
Notes:
Agent Dennis – Option 2
(eLB Character “Jeremy”)


2. Preparing for Client Reviews
2.1 How to Prepare for Client Reviews
[image: ]
Notes:
Transition slide, no audio.
https://www.istockphoto.com/photo/merging-business-with-the-online-world-gm598261008-102615625

2.2 Introduction to the Four Steps
[image: ]
Notes:

Description: Learner introduced to steps 1-4 and prompted to select each branch to the relevant content.

There are four recommended steps to prepare for Client Reviews.

Select each step to learn more.

https://www.istockphoto.com/photo/her-expert-abilities-always-take-her-further-gm1020498558-274160507


2.3 Review Records
[image: ]	Comment by Maitland, Elizabeth: Pathing should reflect GuideMe then FactFinder, which is launched through GuideMe.  
	Comment by Kamman, Isaac B. (Yitzie): I'm thinking we should add "personal notes" to the Review Records roadmap.  I know we are all about technology today however I imagine that most agents are still taking notes their own way (yellow pad, iPad, whatever)
Notes:
The first step is to review client records to gather personal information and information regarding the Client’s current policies and financial goals. Use the arrow to learn more about the resources you should leverage during your review.

(No audio on individual layers.)


NYLIS - 1 (Slide Layer)
[image: ]
NYLIS - 2  (Slide Layer)
[image: ]	Comment by Kamman, Isaac B. (Yitzie): Under NYLIS, we could also suggest to run illustrations for potential new sales, e.g. ideas discussed at a previous meeting as a future sales opportunity. 
Policy Brief (Slide Layer)	Comment by Sontag, Trisha L.: The policy brief and Annotated policy viewer are the same. The agent prints a brief through policy viewer. I would suggest combining policy brief with annotated policy viewer and mention there that a brief is printed through viewer	Comment by Sontag, Trisha L.: If you decide to keep them separate or combine them, the bullets need to be reworded:

Underwriting classification (if rated could qualify for a better rating)
Premium mode and rate on record
Current death benefit and policy values
Current beneficiary information
The last 4 are good. I suggest to remove cash value increase vs annualized premium
	Comment by Schob, Karen: I agree with Trisha – you don’t need annotated Policy viewer as a step.  The annotated is to help the agent identify sales opportunities, which you cover in the bullets
[image: ]	Comment by Reif, Susan: Add ‘Beneficiary(ies)
Marketing Materials (Slide Layer)
[image: ]	Comment by Reif, Susan: Change the bold wording to a bullet item and add this new copy as the bolded type: 

Bring engaging material to spark new conversations. 
Fact Finder (Slide Layer)
[image: ]	Comment by Kamman, Isaac B. (Yitzie): To my earlier comment, I would put review Fact Finder as one of/the first step. 
Review Checklist (Slide Layer)
[image: ]
GuideMe (Slide Layer)
[image: ]	Comment by Reif, Susan: GuideMe has ability to help engage the client:
Videos
GPS Calculators
Goals
Info Center


Susan – just trying to think of the angle here.  There are parts of the tool that can be used to draw in the client into a conversation.  But, if this is a meeting that is the first time this client has seen GM, maybe it’s refresher of NYL and what we do with the positioning slides, or maybe it’s a review of their current life protection to see if it’s still a relevant amount by going through Life – Discovery.  

Annotated Policy Viewer (Slide Layer)
[image: ]
2.4 Gather Facts
[image: ]
Notes:
After you have reviewed all available records, it’s time to gather and organize the most current facts concerning the Client’s goals.	Comment by Reif, Susan: Feels thin and not a focused direction. Would suggest “after reviewing the clients information, determine the topics of discussion you would like to have at this review.  (e.g. beneficiary review)


2.5 Resources for Gathering Information
[image: ]	Comment by Reif, Susan: Would mix up the questions.  Now you have 1 that is about life and the rest are really about retirement.  Would add one on LTC, IDI, beneficiary review as examples

Notes:
Search Portal using the keywords underlined when working with the needs shown. Based on the identified goals, you should be prepared to address potential needs and answer questions. One resource to help with this is the “Checklist Training Colored Cheat Sheet,” – which provides sample needs associated with keywords to search in Portal.

(When selected – each caption shows the associated Keyword to search in Portal – answers are: 

I would like to review my existing life insurance. guide
I would like to start a retirement plan. Tax Diversify
I am counting on Social Security for my retirement. Replace SS/ Income Needs
I am currently taking Required Minimum Distributions. RMD MAX
I have a pension plan and would like to maximize my pension payout. Pension Max	Comment by Kamman, Isaac B. (Yitzie): Additional Concepts: Child gifting; College planning; Asset repositioning; Estate planning (all of these have related concepts on Portal)

*NYL – If there are other ‘needs’ we want to include in the captions, let me know. This is based on the ”Checklist Training Colored Cheat Sheet” provided. I wasn’t sure if this was the correct placement/use.



Question for NYL – these were color-coded by column in the source materials, but there wasn’t a key that explained the differences. Is color coding necessary? If so – please clarify the intent.	Comment by Schob, Karen: I’m not sure who provided, but I didn’t see any correlation with the different colors 

2.6 Starter Questions and Talking Points
[image: ]
Notes:
Next, you should look at the big picture based on the information you’ve reviewed and the facts identified, to create a list of starter questions and topics to use during your discussion.

Proposed stock video – plays with narration: 
https://www.istockphoto.com/video/hands-of-woman-writing-a-letter-gm1251548795-365282311
Video fades and tiles animate on screen (shown on next slide in Storyboard)

2.7 Starter Questions and Talking Points
[image: ]	Comment by Kamman, Isaac B. (Yitzie): Starter questions should be more relatable and personal. Besides for normal pleasantries (how is the family?), I'm thinking "have you been happy with NYL?" "Are you feeling good about the amount of protection/coverage you have?" etc. This types of Q will get the dialogue flowing. 
Notes:
Questions may pertain to inconsistencies you’ve noticed, missing data, clarification regarding beneficiaries, or discussion around product updates or policy changes. 
Select each of the tiles to view sample questions for each.


Tile 1 (Slide Layer)
[image: ]	Comment by Reif, Susan: Would change word “inconsistency’s” to something else like “complete or clarify.”  Inconsistency’s relate to the information not matching up.

This example fits the incomplete data slide that is next – not inconsistency’s 
	Comment by Maitland, Elizabeth: Have you aligned with Sales Central team as to housing these updates within Sales Central?  Just a thought.  Not sure how in depth you want to get here.  Some of this is system fed data and possibly trained elsewhere. 
Tile 2 (Slide Layer)
[image: ]
Tile 3 (Slide Layer)
[image: ]	Comment by Reif, Susan: Language feels strong on the comments.  This is about who do you love and are these names you had before still those that you want to get the money if they die.  The “structured” word feels super cold.

Tile 4 (Slide Layer)
[image: ]
2.8 Goals and Questions Aligned to Life Stage
[image: ]
Notes:
Audio: 
Considering goals and starter questions, it’s essential to consider the prospect’s life stage. Let’s review some sample financial goals and starter questions that align with the life stages you were introduced to in Course 1.

NYL – these are the milestones we use in Course 1. If this sounds okay – we will build this once we have the content/feedback from Course 1. (And we will need SME input re: what specific “Questions” we should align to each life stage.) We can build on the Course 1 exercise where we use the slider to discuss “opportunity/need based on life stage,” but here, we can add example questions they can prepare based on life stage.

Policy Anniversary  - What has changed since we last met?
Term Conversion – How long do you need your life insurance?
Marriage
Birth of a child
New job/changing careers/promotion
Move/new house
Kids in college/empty nesters
Retirement
Post-retirement (Age 70 1/2)
Death of a spouse

2.9 Starter Questions - Practice Exercise Introduction
[image: ]
Notes:
Let’s take a moment for some practice. Read each scenario and type a list of “starter questions” or talking points in the space provided. When you are finished, select the “Compare Response” button to compare your response to some sample responses offered by other Agents. 

NYL: Please provide feedback on this exercise// revise scenarios and sample questions as needed.	Comment by Reif, Susan: SMEs please provide input especially for these scenarios	Comment by Kamman, Isaac B. (Yitzie): I'm not clear what is needed here. Happy to discuss further. 

https://www.istockphoto.com/photo/couple-consulting-lawyer-about-buying-renting-house-car-insurance-broker-financial-gm1192980684-339155380

2.10 Practice Scenario 1
[image: ]
Notes:
No audio.

NYL: Please provide feedback on this exercise// revise scenarios and sample questions as needed.	Comment by Reif, Susan: SMEs	Comment by Kamman, Isaac B. (Yitzie): The questions should be centered around goals: Let's review your protection need....How has accumulating money been working for you?....Would you like to hear some ideas on accumulating assets?....How is your health, we may want to lock in some permeant insurance...	Comment by Schob, Karen: Agent should also ask questions to understand what the client’s retirement looks like.  Where, when, what.  How are you currently saving for retirement?  Do you have any old 401(k)s/retirement plans?  




Sample Questions (Feedback Layer) (Slide Layer)
[image: ]	Comment by Sontag, Trisha L.: Have you thought about what you want to do when you retire, like maybe travel, or pay off your house? Converting now will allow you to purchase a policy that earns cash value to help you with that goal.
2.11 Practice Scenario 2
[image: ]
Notes:
No audio.

NYL: Please provide feedback on this exercise// revise scenarios and sample questions as needed.	Comment by Reif, Susan: SMEs	Comment by Schob, Karen: My first thought is, do they have life insurance with NYL?  Maybe you should add that to the scenario.  
Questions would be getting them to describe what providing for their children and grandchildren looks like.  
Ask if they have lazy money.  Agent needs a full understanding of their assets.  
Clients may also present a LTCi/Asset Flex sale.  




Sample Questions (Feedback Layer) (Slide Layer)
[image: ]	Comment by Sontag, Trisha L.: Are any of the kids going to college? Do you have a plan in place to assist with those expenses?
2.12 Practice Scenario 3
[image: ]
Notes:
No audio.

NYL: Please provide feedback on this exercise// revise scenarios and sample questions as needed.	Comment by Reif, Susan: SMEs	Comment by Schob, Karen: Do you have any tax free (or tax preferred) retirement income?  




Sample Questions (Feedback Layer) (Slide Layer)
[image: ]
2.13 Create an Agenda
[image: ]
Notes:
After you have gathered all the facts and created a list of starter questions and topics, it’s time to prepare the agenda. The agenda should be client-centered and should include time to: 
· Review existing policies and the reason they were purchased
· Update fact-finding and financial goals
· Confirming next priority goals
· Addressing administrative service needs, as needed (this may be revealed during the fact-finding).

https://www.istockphoto.com/video/mature-female-software-engineer-using-computer-gm972035536-264631720

3. Best Practices for Reaching Out
3.1 Instructions
[image: ]
Notes:
Now that you have reviewed steps 1-4 let’s help agent Sarah walk through the steps with Dennis as he prepares for his meeting with a client, Will. During this practice, you’ll be presented with a series of questions, but first, let’s listen in as Dennis and Sarah begin their meeting.

3.2 Video Placeholder
[image: ]
Notes:
Dennis: Thanks again, Sarah, for agreeing to meet with me. I’m meeting with a client, Dennis, in a couple of days. It’s been over a year since I’ve connected with him. He and his wife Tasha are near retirement – and as far as I can remember, one of them was making a job change the last time we spoke. I need to get some updates there. 

Sarah: I’m happy to help. We need to gather all the data to form the picture of current policies, current needs, and any questions or gaps we need to address upfront… Let’s begin by looking at their records. 

(Video fade)

3.3 Question re: step 1
[image: ]	Comment by Sontag, Trisha L.: Once again I think policy brief and annotated policy viewer should be combined.
Notes:
Comment to New York Life: I’ve started the draft of this section but need NYL input to continue/finish. This is based on the proposed exercises in the course plan “Practice Activity.” NYL input/feedback is needed throughout (slides 3.3-3.6).	Comment by Reif, Susan: SMEs please provide content/feedback as you can	Comment by Kamman, Isaac B. (Yitzie): Looks good


Drag and drop questions with audio alternative, no audio on the base layer or feedback layers. If the learner drops to the correct location, it will “stick.” If dropped to the incorrect location, it will bounce back.

NYL: Need input there – here are the current drag items and drop locations – please revise/edit as needed: 

Sales Central – Print policy information and run a consolidated viewer on all policies
NYLIS – Run an Inforce Illustration on all approaches to review premium size and duration
Policy Brief – Review policy issue date, rider information, and (NYL – need input re: what they would get from the Policy Brief vs. the NYLIS Inforce Illustration? It seems like they cover the same things.)	Comment by Schob, Karen: Sales pivots on a policy brief:
Rating – has their health changed?
Beneficiaries – already cover in the training
Death benefit – is it enough? (Run GuideMe)
Cash Value – discuss the benefits – could they use more tax advantaged CV?
Dividend
Annual premium 	Comment by Sontag, Trisha L.: The brief is a printout of the annotated policy viewer. This will provide beneficiary information, bank account information, dividend/loan value if applicable for that policy type,. This is why the brief and policy viewer should be combined into one since we have a course strictly on the viewer.
Marketing Materials – Use to address current economic or market concerns the Client may have
Fact Finder - Use for gathering information with the Client – previous versions may be on record
GuideMe – Need input from NYL 	Comment by Maitland, Elizabeth: GuideMe before Fact Finder.  For content, deferring to @Weiser, Donna
Annotated Policy Viewer - Includes client information and talk paths to guide the conversation

Correct Feedback Layer (Slide Layer)
[image: ]
3.4 Question re: step 2
[image: ]	Comment by Schob, Karen: I don’t understand the policy expiration date is next month?  Consider changing that bullet
Include how much they have saved for retirement or what their pension will pay	Comment by Sontag, Trisha L.: 1st column
Will currently has a 20YCT policy
2nd column
Change 1st scenario to read: Will's current Term Conversion expiry date is next month
The last scenario change to Will just recently downsized and bought a new home
3rd column
Will wants to retire in 5 years

Notes:
No audio on this slide.
NYL – Need input/help with this step. The intention is that we 1.) List what “Dennis” could have noted during his records review, and 2.) Ask the learner to select the most pertinent items for follow-up or discussion. 	Comment by Reif, Susan: Ditto SMEs

Can you please edit/revise/add to the points on the screen (the nine boxes)? Then, if there is a specific rationale we should provide (universal to all or particular to each selection), can you please provide that?

3.5 Question re: step 3
[image: ]
Notes:
This is a placeholder slide. The intent is for the learner to identify essential needs/ facts in Step 2 and then draft starter questions/topics for discussion based on those facts selected. I need input from NYL regarding Steps 2 and 3 to build this out. 	Comment by Reif, Susan: Ditto for SMEs
Therefore, this slide will largely depend on the input received on the previous slide from NYL.

3.6 Question re: step 4
[image: ]
Notes:
This is a placeholder slide. I need input from NYL regarding Steps 2 and 3 to build this out. The learner intends to identify essential needs/ facts in Step 2 and then, based on those facts selected, draft starter questions/topics for discussion in Step 3. On this slide, draft an Agenda based on those things. Could it be the sequencing of the “Important points” (in terms of high --> low priority? OR, we could present 2-3 sample “Agendas” and ask the learner to select the most appropriate agenda based on what they know about the Client.	Comment by Reif, Susan: Ditto for SMEs
NYL – please provide content/input.

3.7 Video Placeholder
[image: ]
Notes:
Dennis: Wow – I feel MUCH better about meeting with Will and Tasha – knowing that they have some specific things we need to address makes me feel like our meeting has a real purpose – and, significantly – a real benefit for the Client. I’m using these practices moving forward.

Sarah: Absolutely! That’s precisely the point - it’s making sure you’re as best prepared as possible to truly address the Client’s needs and serve as an advisor. When the Client feels that you’re invested in the relationship, they’re more likely to be open to discussions long-term. I’m so glad I could help – if you need anything else, don’t hesitate to reach out.

(Video fade)

4. Summary and Conclusion
4.1 Testimonial
[image: ]
Notes:
What did you think about Dennis’s preparation for his client review? How confident are you in your ability to implement those same practices? 

By making client reviews, and preparing for Client reviews a priority in your business, you are maximizing your role as a trusted agent – someone fully attuned to the Client’s changing needs, regardless of their life stage. 

In the next course, you will learn more about the review conversation – including best practices and talk paths.

https://www.istockphoto.com/photo/smiling-african-american-financial-advisor-working-in-her-office-gm1185460637-334102161

4.2 Course Completion
 (True/False, 10 points, unlimited attempts permitted)
[image: ]
	Correct
	Choice

	X
	Yes

	 
	No


Feedback when incorrect:
You must acknowledge that you have completed this course to receive credit.

Notes:
No audio.
Stock photo ID:1323455410

Correct (Slide Layer)
[image: ]
Incorrect (Slide Layer)
[image: ]
Try Again (Slide Layer)
[image: ]
4.3 Resources
[image: ]
Notes:
For more information, visit the ________ page on Agency Portal. Here, you can find resources to prepare for client reviews to maximize opportunities for you and your clients. [Need breadcrumbs from NYL.]	Comment by Schob, Karen: Marketing is updating some of their marketing materials for 2022.  We have items on this page https://www.ap.newyorklife.com/ap/v/index.jsp?contentId=174049&vgnextoid=5201060e6305a410VgnVCM100000ac841cacRCRD

https://www.istockphoto.com/photo/attractive-woman-working-in-office-on-laptop-gm1283955442-381236812


https://www.istockphoto.com/photo/quality-control-certification-checked-guarantee-of-standard-gm1282804749-380424412


4.4 Results Slide
[image: ]
Notes:
Congratulations! You have completed Periodic Client Reviews Course 2: Preparing for Client Reviews
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1 ReviewR Use the orange arrow to learn more about the specific resources you should
eview Records | icverage during your review.

Fact Finder

Marketing Annotated
New York Life Materials Policy Viewer
llustration System GuideMe
(NYLIS)

Use Sales Central to print policy information and run a consolidated viewer on all policies.

« If you need assistance running reports in Sales Central, please refer to the Sales Central Courses in
NYLICU. You can also find a wealth of Sales Central resources on Agency Portal

E Tip: See the *Find Client Opportunities” one-pager for details
on pulling client lsts from Sales Central.
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: Use the orange arrow to learn more about the specific resources you should
1 Review Records | jeverage curingyourreview:

Sales Central Fact Finder

Marketing Annotated
Materials Policy Viewer
GuideMe

Use NYLIS to run an Inforce lllustration on all policies — which will give important information such as:

* Assumed premium size and duration

* Death benefit amount and duration (on a guaranteed and current basis)

* Current and guaranteed cash value accumulation (this is important if the policy owner plans on using
the cash value for supplemental retirement income, which may be appropriate for an insured whose
protection needs have decreased, be sure to discuss with clients how their coverage will be reduced if
the cash value is accessed)

Selectformore. v
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eVieW Records | jeverage during your review.

Sales Central Fact Finder

Marketing Annotated
Materials Policy Viewer
GuideMe

Use NYLIS to run an Inforce lllustration on all policies — which will give important information such as:

Selecttoretumntotop. A\
+ Assumed amount and duration of any future policy cash flow

+ Overall projected policy performance

If you need assistance running reports in NYLIS,
refer to the NYLIS courses in NYLICU. You can also
find NYLIS resources on Agency Portal
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1 ReviewR Use the orange arrow to learn more about the specific resources you should
eview Records | icyerage during your review.

Sales Central Fact Finder

Marketing Annotated
New York Life Materials Policy Viewer
llustration System GuideMe
(NYLIS)

Policy Brief provides important information such as policy issue date and:

* Underwriting classification + Any outstanding policy loan information

« Amount and duration of premium payments + Rider information, including DOT and Term riders

« Current death value and surrender value + POP date (for Whole Life policies)

« Cash value increase vs. annualized premium « Projected lapse date (important for Universal Life
policies)
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1 ReviewR Use the orange arrow to learn more about the specific resources you should
eview Records | icyerage during your review.

Sales Central Fact Finder

Annotated
New York Life Policy Viewer
llustration System GuideMe
(NYLIS)

Use relevant marketing materials to address economic or market concerns the client may have.

« Make sure the materials are relevant to the topics you'd like to cover based on the information
gathered during the rest of the “Review” process

[E]  Toxcces:follow:Fortal — ScarchClent Reviews"— Client Updates — Speci Promotion — Marketing
Information, etc. for the most current versions of materials to take with you to your review meetings.
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1 ReviewR s | Use the orange arow to leam more about the specifi resources you should
eVieW Records | jeverage during your review.

Sales Central

Marketing Annotated
New York Life Materials Policy Viewer
llustration System GuideMe
(NYLIS)

‘Check your records for previous Fact-Finders conducted with the client.

« Ifthey are not easily accessible, start a new one and fillin as much information as
possible before the meeting
« For Eagle Agents, start with previous Client Review Questionnaires

Selact the image to view the Review Checklist.
To access current versions, visit: [Need breadcrumbs from NYL]
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1 ReviewR Use the orange arrow to learn more about the specific resources you should
eview Records | icyerage during your review.

Sales Central Fact Finder

Marketing Annotated
New York Life Materials Policy Viewer
llustration System
(NYLIS)

« If you need assistance with GuideMe, please speak with your manager or refer to the
resources on Agency Portal
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1 ReviewR Use the orange arrow to learn more about the specific resources you should
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Sales Central Fact Finder

Marketing
New York Life Materials
llustration System GuideMe
(NYLIS)

The Annotated Policy Viewer includes client information and talk paths to guide the conversation.

* The Annotated Policy Viewer will be discussed in greater detail in the next course

[EY
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2  Gather Facts Concerning Client’s Goals

You should leverage New York Life resources to aid in your preparation, based on goals and needs uncovered during the fact-

finding process. Shown are various needs you may uncover as you review resources and gather information.

1have a pension plan and would ike to
maximize my pension payout.

Iwould like to review my
existing life insurance.

Select each
captiontoview
the Portal keyword
to search based on
the client's need.

1am counting on Social
\[ Security for my retirement.

Iwould like to start a
retirement plan.

Iam currently teking Required
Minimum Distributions.

= = Select the image to access the full document.
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3 Create Starter Questions & Talking POINES | teeeememteroeacn 7 estonser

Clarification Discussion around

Additional data regarding product updates or

Inconsistencies Feaiad

uncovered during beneficiaries policy changes
review/fact-finding

“I'm missing some information about your children’s ages — their dates of birth —and your spouse’s
contact information. Let’s start there so that your records are as complete as possible. | want to make
sure | have all the facts so that | can make the best recommendations where needed.”
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3 Create Starter Questions & Talking POINES | teeeememteroeacn 7 estonser

Inconsistencies Clarification Discussion around
uncovered during

regarding product updates or

Additional data beneficiaries policy changes

review/fact-finding needed

“It looks like the last time we spoke you were going through a career
change.... where are you working now?”
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3 Create Starter Questions & Talking POINES | teeeememteroeacn 7 estonser

Inconsistencies Discussion around
uncovered during

Additional data & %
needed Clarification product updates or

review/fact-finding regarding policy changes
beneficiaries

“Your current beneficiaries is/are (name/s). You also set it up as (order of
beneficiaries). How would you like this to be structured today?”




image26.jpeg
3 Create Starter Questions & Talking POINES | teeeememteroeacn 7 estonser

Inconsistencies Clarification
uncovered during

Additional data ot 7 i "
needed Qs g iscussion aroun

review/fact-finding beneficiaries product updates or
policy changes

“You purchased (insert product name) and since you purchased, New
York Life has enhanced that product. I'd like to go over some of those
enhancements after we review your policy.”
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Starter Questions -
Examples

Move the purple dot along the timeline to
view sample questions that align with Client
needs at various life milestones.

Review Opportunity: Marriage
* Include sample questions/talk points here
Include a description of the opportunity/needs here (can
pull this from Course 1 once provided with the Course 1 * Sample question

storyboard feedback) + Sample question
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Practice Activity

Starter Questions & Talking Points

Read each of the scenarios presented and type alist of "starter questions” or talking
points in the space provided. When you are finished, select the “Compare Response”
button to compare your response to some sample responses provided by other Agents.

»» Get started
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Scenario 1

Last year, you helped Erin purchase a term insurance policy to cover her basic protection needs. It's beena year
since Erin's fact finder was updated. One of her top goals is accumulating money for retirement, and her age
change presents an opportunity for Erin to consider converting some or all of her term insurance.

In the space provided, record some questions you can When you are finished, select the rectangle below to
prepare in advance for your meeting with Erin. I sample questions to ask Eri

type your text here

Select here to reveal sample questions

provided by other Agents.
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Scenario 1

Last year, you helped Erin purchase a term insurance policy to cover her basic protection needs. It's been ayear
since Erin's fact finder was updated. One of her top goals is accumulating money for retirement, and her age.
change presents an opportunity for Erin to consider converting some or all of her term insurance.

In the space provided, record some questions you can How do your questions compare to the samples.
prepare in advance for your meeting with Erin. provided below?
| type your text here

"
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Scenario 2

You're preparing to meet with a client, Eddie, who s retiring at the age of 66 at the end of next month
Eddie and his wife both have some health issues — but providing for their five children (and grandchildren) has
always been a priority.

In the space provided, record some questions you can When you are finished, select the rectangle below to
prepare in advance for your meeting with Erin. reveal sample questions to ask Eddie.

type your text here

Select here to reveal sample questions

provided by other Agents.
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Scenario 2

You're preparing to meet with a client, Eddie, who s retiring at the age of 66 at the end of next month.
Eddie and his wife both have some health issues - but providing for their five children (and grandchildren) has

always been apriority.

Inthe space provided, record some questions you can
prepare in advance for your meeting with Erin.

| type your text here

How do your questions compare to the samples
provided below?

+ "Have you thought much about how much income you
would need now that you're in retirement to support your

lifestyle?”

hat s your plan for extending care needs? Is that plan
92"
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Scenario 3

You're preparing to meet with a client, Samantha, age 55. Samantha and her husband want to retire as early as
possible while also being able to provide what they can for their children’s education. They have three kids in
high school.

In the space provided, record some questions you can When you are finished, select the rectangle below to
prepare in advance for your meeting with Erin. reveal sample questions to ask Samantha,

type your text here

Select here to reveal sample questions

provided by other Agents.
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Scenario 3

You're preparing to meet with a client, Samantha, age 55. Samantha and her husband want to retire as early as
possible while also being able to provide what they can for their children's education. They have three kidsin

high school.

Inthe space provided, record some questions you can
prepare in advance for your meeting with Erin.

| type your text here

How do your questions compare to the samples
provided below?

las anything happened in the past 12 months that has
pacted your saving for children’s education fund?”

re you satisfied with the progress you've made in the.
past 12 months toward your retirement goals?
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4 Create an Agenda

The agenda should be client-centered,
and should include time to:

Review existing policies and they reasons they were
purchased

Update fact-finding and financial goals

Confirm next priority goals

Address administrative service needs, as needed
(this may be revealed during the fact-finding)





image36.jpeg
Practice Activity
Preparing for
Client Reviews

Answer the questions as they're
presented. You will receive feedback based
on your responses.

% Get started
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Step 1: Review Records T et
Print policy information
Dennis prepares to review records. Help Dennis get started by matching the resource e

B T e e | Viewer on alpolicies
to the appropriate notecard below.

Sales Central NYLTS Policy Brief Warketing
Waterials

r r 4 4

Fact Finder Guideme Amotated Policy
Viewer

4 4 r

© Audio Alterative
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Good job!
(I o U BINYL ~if there is anything else we want to reinforce here as part of the

Sales Ceutral NYLTS Policy Brief Warketing
Waterials
Fact Finder Guideme Annotated Policy
Viewer

© Audio Alternative
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Step 2: Gather Facts
During his records review, Dennis is reminded of some important facts as they concern Will and his wife Tasha's retirement

plan. Review the information that Dennis has gathered and select the points that may allude to some important points to
L TEVELRNNYL - Please vide any other profile information that would be helpful for this scenario.)|

Will and his wife are both Will's current policy expiration -
teachers (primary school). dateis next month. 7SR
They both have pensions

They have one adult child, age 32. Fact 8—Needinput

through their employers.

Will currently has. (what kind
of policies should we say Dennis
has?)

There is one incomplete note

pertaining an address change. EECESENeed IRt
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Four Steps to Prepare

2 GetherfactsConcerning
Client's Goals

3 Create Starter Questions &
Telking Points

4  CreateanAgenda
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Periodic Client Reviews

Course 2: Preparing for Client Reviews

Have you completed

this course?

® Yes

@ No
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Periodic Client Reviews

Course 2: Preparing for Client Reviews

Have you completed

this course?
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You must acknowledge

that you have completed
this course in order to
receive credit.

Try Again
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You must acknowledge

that you have completed
this course in order to
receive credit.

Try Again
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Additional Resources

For more information and additional resources (like
the pictured “Find Client Opportunities” document)
visit: [r eadcrumbs from




image49.jpeg
Periodic Client Reviews

Course 2: Preparing for Client Reviews

Congratulations!

You have successfully completed Course 2, and are ready to begin
making your plan to get started with Client Reviews.

Your learning history will be updated to show successful completion of
this course.

X Exit Course





