

CLIENT TRUST REVIEW MARKETING TOOL
Scripts for Calling Clients for 3-Year Review Meetings
The Fundamental 3-Year Review Script
The most important part of 3 year review calls is your mindset. People will react positively when you have good energy and you sound happy and excited about them coming in. Before you make your calls, make sure you have good energy- if you need to take a break, walk around for a minute that is fine.  If you notice that your number of appointments is low, take a step back and get re-centered before you make that next call. 
You need to be able to explain why it is important for them to come in.  Always start the call by saying:
“Hi this is [NAME] calling from your Living Trust firm, [LAW FIRM NAME]; I am calling to invite you to come back in for a free check-up meeting because we see that you haven’t been in since [YEAR OF LAST VISIT]. The purpose of the meeting is to make sure your plan is still up to date with your wishes, it is up to date with the needs and circumstances of your beneficiaries, the Trust is up to date with the law, and to make sure that all of your property is properly in your trust so that you don’t go to court. I show that we have two times that might work for you [give two dates and times].” [if both times are not good give them another date/time]
By using this approach, you are not asking them a yes or no question on making an appointment, you are telling them why they need to come in then go right into appointment dates and times. You are not pausing to give them the chance to say no about coming in for an appointment.

It’s important that you always have this script in front of you to reference back.

Also, it’s important to make sure that it is clear to the client that this appointment is free and there is no obligation to make any changes, it is for their peace of mind. Refer to the appointment as similar to going in for a physical at the doctors (“You don’t know if there is anything wrong that is why you are going in for a check-up, but the difference is we do not charge for the appointment!”).

HANDLING OBJECTIONS

Regardless of what you say, you are going to have clients object to taking advantage of their free review meeting.  Below are some tips for handling some of the toughest client objections.

Start by Using the “Feel, Felt, Found” Technique

By using what we call the “Feel, Felt, Found” Technique to handle a client’s objection to coming in, you are acknowledging people and are helping them through a decision. Once a client/prospect gives you their objection on coming in or even keeping an appointment say:
“I understand the way that you feel, a lot of our clients have felt the same way, but what they found was when they came in for the free meeting it was a very value use of their time and they were given information that was important. The choice is ultimately up to you, if there are things that need to be done you will be quoted a price but if you don’t feel like going ahead with these changes that is fine too- but people have found that the meeting is very valuable and worth the hour of time they spent so let’s go ahead and pick a date that will work with you on coming in so that you have the peace of mind that everything is okay.”
Common Comebacks to the Most Common Objections

Below are some of the most common objections that clients have given to why they cannot come in for their free review meeting.  We’ve provided you actual comebacks used to address these objections.
Client: “I would rather wait until the New Year.”
Staff: “With the holidays coming up, do you have any family coming in town to visit?”
Client: “Actually, yes I do.  Why?”
Staff: “We hold seminars periodically and we are holding a seminar the Saturday after Thanksgiving*. This would be a great opportunity to bring your family in to learn about the Living Trust and enjoy a free breakfast on us!” 
**NOTE: Refer to any upcoming seminars near a holiday in this situation.**


Client: “I am too busy/I am having surgery/I need to talk to my spouse.”  (Basically, any reason they may come up with to put off booking the appointment.)

Staff: “Do you think your schedule will calm down in the next few weeks?”

Client: “Yeah, probably in a month.”

Staff: “Then how about I set up a phone call with you to follow up with you.  How does 4 weeks from today sound? That would be [INSERT DATE 4 WEEKS AWAY].  What time works better for you 10am or 1pm?”

[Assuming this worked with client.]

Staff: “Great, I will put that on my calendar to call you and I will drop a card in the mail with the date and time of our phone call.”


Client: “I am too old/I don’t care about my Trust anymore.” (Any kind of objection that may indicate client could be incapacitated or may require additional assistance.)

Staff:  “Are you able to get around okay? Are you able to still write checks and do business for yourself?” 

*If they show signs of incapacity we need to contact the next trustee to get 2 doctors letters.*

Staff: “I understand that you feel you are getting up there in years [say it with a smile or compassionate tone], but I want to point out that while you still have the ability to make decisions and have the best judgment, this is the best time to look at your plan to make sure it will work properly when the time comes.”
**At this point in the conversation, may discover that client cannot physically come in for review and should set up phone appointment with attorney.**


Client: “I have too many doctors’ appointments.”
Staff: “I understand, Mr./Mrs. [INSERT NAME].  I am sure that the reason why you go to the doctors’ office is for a check-up to make sure everything is okay, right?  Coming in to see your attorney to review your plan is just like your doctor appointments.  We just want to check up with you to make sure that everything is in order and the best part is, we don’t poke you with any needles or charge you for the appointment!  So let’s take a look at the calendar and schedule your free meeting.”


Client: “My kids are in charge of the Trust now.  Talk to them.”
Staff: “How do you mean your kids are in charge now?  Are they paying your bills and doing everything for you now?”
Client: “Yes, they handle all of that for me now.”
Staff: “Okay.  Well, then it is really important that we met with you, along with them, so that we can explain to them how the Trust works.”
Client: “Well then, you need to call them.”
Staff: “Okay, that is not a problem.  I just need to have your permission to call them.  Is that okay with you?  Can you provide me the best number to reach them?”

Staff (call to children): “Hi my name is [NAME] from the [LAW FIRM NAME].  We prepared your parent’s Living Trust plan.  I just spoke with [CLIENT NAME] because they are due to come in for their free check-up meeting. There is no charge for this meeting.  It is a free service we provide to our clients. [CLIENT NAME] said that you are handling everything for him/her/your parents now and asked me to give you a call to arrange this meeting with you.  Are you available on [give a couple dates and times]?  During part of this meeting the attorney may ask you to step out of the room to speak to your mother/father/parents alone, but the attorney will let you know when you come in.”
**NOTE: If you book this type of appointment you need to code the calendar so the attorney knows the child/trustee is attending the meeting with the client per the clients’ request.**  



Client: “My kids need to bring me, but they are too busy.”  
Staff: “No problem.  When are they normally available?  When do they normally take time off? Do they bring you to other appointments or take you shopping because that would be the best time to come here for your check-up meeting.  We can schedule the meeting before or after another appointment you have coming up, the appointment should only take about an hour.”  

Client: “Well they work until 6pm every day and they take me shopping and to errands on the weekend.” 

Staff: “I understand.  Some of our clients are unable to come in to us during our normal business hours.  We can accommodate a later appointment time for you.  How does [DATE] at 6:30pm sound to you?  How about we schedule this meeting now and you can speak to your son/daughter tonight to make sure this is okay for him/her.  If not, just give us a call back and we can adjust the appointment time or day, this is not a problem!”
**NOTE: If you schedule an appointment during after-hours you need to tell that attorney right away.  Also keep in mind, during the holidays the client’s children will probably have time off work or are in town to visit with them.  This is the best opportunity to have the clients and their children come to our offices.  Make sure you point this out when you call because they will probably not realize this.**


Client: “I am going on vacation.”
Staff: “Oh nice.  Sounds like fun.  Where are you headed?  When are you leaving?”
Client: “[DATE BEYOND NEXT WEEK]”
Staff: “I see.  Well, actually, it is even more important that you come in right away before you head out on vacation in case something were to happen.  Wouldn’t it be better to have the peace of mind that everything is taken care of when you are on your trip? We can get you in sometime next week.  How does [DATE AND TIME] sound?”
[If they are leaving the next week and won’t have time to come in or prepare any work before they leave, schedule a quick phone call with them for when they return.]

Client: “I am leaving next week.”
Staff: “How exciting.  I am sure you will have a great time.  When do you return?”

Client: “[DATE OF RETURN]”

Staff: “I am sure that you will be busy the few days after you get back from your trip, so how about we book the appointment for [DATE A FEW DAYS AFTER RETURN] at [TIME]. I will call you the day after you get back from your trip just to reminder you of your upcoming appointment.”
*NOTE: Be sure to set a reminder on your calendar to follow up with them day after their return.* 
[If they don’t want to book an appointment before they leave, schedule a follow-up phone call with them.]

Client: “I would rather wait until I get back from my vacation to schedule the appointment.”
Staff: “Okay, that is not a problem. I will be happy to follow up with you the week you get back from your trip.  How does [DATE] at [TIME] sound for me to give you a call back?  I will drop a quick reminder card in the mail for you.


Client: “I have surgery coming up.”
Staff: “I hope that it’s nothing too serious or major.  When is that scheduled for?”
Client: “[DATE BEYOND NEXT WEEK]”
Staff: “Oh, so you still have a bit of time.  Well, actually, it is even more important that you come in right away before you go into surgery in case, heaven forbid, something were to happen to you.  Wouldn’t it be better to have the peace of mind that everything is taken care of? We can get you in sometime next week.  How does [DATE AND TIME] sound?”
[If they are going into surgery soon or next week and won’t have time to come in, schedule a quick phone call with an attorney.]

Client: “My surgery is next week.”
Staff: “I see.  It would be really great for you to speak with an attorney before heading into surgery to make sure to review your current estate plan to make sure that everything is in order before you head into surgery.  Can I set up a quick phone appointment with your attorney on [DATE]?
[If they decline, offer to set up the phone or in-person appointment shortly after surgery.  Determine if client will be bed-ridden for a while and if a house call is appropriate.]



Client: “I was ripped off the last time I came in!”
Staff: “I am very sorry to hear that can you feel that way.  Can I ask you to share with me more about why you felt ripped off?”
Client: “I don’t want to talk about it.”
Staff: “I understand.  Well, my goal is to make sure you our clients are happy.  [INSERT ATTORNEY NAME] wants to make sure that if you felt that something was not appropriately handled or if you felt ripped off that we look into what happened and do whatever we can to fix it.  If you can give me more facts now I can have your file pulled and have [ATTORNEY, CUSTOMER SERVICE REP, SENIOR/UPPER MANAGEMENT] contact you within 48 hours.”
**NOTE: Do NOT push for client to book appointment.  Make sure to bring this to the attention of next higher level management to handle right away.**


Client: “I was not happy with the experience I had with the attorney I met with last time.”
Staff: “I am really sorry to hear that you had an unpleasant experience with us.  It is our goal to make sure that you are happy with the services that we offer and with your experience here.”

[IF ONLY ONE ATTORNEY IN FIRM, FOLLOW SIMILAR PROCEDURE ABOVE TO SEE IF YOU CAN GET MORE DETAILS TO SEE IF ATTORNEY CAN RECTIFY SITUATION RIGHT AWAY.]

[IF PART OF A MULTIPLE ATTORNEY FIRM, SEE WHO THEY MET WITH LAST TIME.  RESPOND ACCORDINGLY.]
Staff: “Oh, I see that you met with [ATTORNEY NO LONGER WITH FIRM].  Well, he/she is no longer with our firm anymore.  We have other attorneys here that would be more than happy to meet with you and take a look at your Living Trust.”

Staff: “Oh, I see that you met with [ATTORNEY STILL WITH FIRM].  If you’d like we do have another attorney here that you could meet with.  Our attorneys all have different personalities and working styles.  Some work better with others and we’d be happy to have you come in and meet with someone else.  How does that sound?”


Client: “Your prices are too high!”
Staff: “Well, because of the recent recession and the economic problems people are having these days, we have adjusted our pricing.  However, one thing that I need to remind you of that is really important, this review appointment is absolutely free of charge.  It’s just like getting a physical or check-up at your doctor’s office.  The meeting itself is free and if you have any changes that you wish to make or if there are any changes that the attorney recommends for you to make, they will quote you a fixed fee in writing and then the choice is entirely yours.  There is no pressure or obligation to move forward. At the very least, you will leave with the peace of mind that you had your trust reviewed.”

Client: “Well, that last person I met with pressured me into making changes, and I didn’t like that.”
Staff: “I am really sorry to hear that.  If you like, I can schedule you to come in and meet with another attorney here at our office.”  

[IF NO OTHER ATTORNEY AVAILABLE]

Staff: “I am really sorry to hear that.  I can be sure to let the attorney know this and, just remember, when you come in, you’re under absolutely no obligation. So, if you don’t want to make the changes recommended to you, that’s totally fine.  Are you available on [DATE]?”

**NOTE: If you are unable to get clients who complain that the prices are too high, be sure to alert someone in your office and/or the head attorney in your office.  There may need to be some decisions made on the pricing schedule.  Also, if they say anything about a friend or family member getting their trust done for much less, you need to remind them that not all Living Trust plans are the same and that we are priced comparably to other firms providing similar features in their estate plans.**



Client: “Can you send me something about the new laws instead?”
Staff: “I can actually do better than that.  We have an upcoming seminar on [DATE] at [TIME] here in our office, where we bring our clients in to discuss these law changes.  At the end of the seminar, if you wish to book your free review meeting, you can.  It’s better than having to read through a bunch of paperwork and figuring it out on your own.”

Client: “I can’t attend that day.  Can you just send me something in the mail?”
Staff: “Sure.  I will get that out to you right away.”
[Staff to send out Review Brochure (EXHIBIT 6) and schedule a time to follow up with them by phone.]


Client: “My CPA (or Financial Advisor) looked at my trust and said everything is fine.”
Staff: “I understand that you are saying that your CPA/Financial Advisor reviewed it and they said it was fine, but with all due respect to them, they are not attorneys.  They may not know what to look for or understand the provisions laid out in your trust.  It isn’t their job or responsibility to keep up-to-date with those things.  We are specialists in estate planning and Living Trusts is what we do.  If your CPA (or financial advisor) prepared Living Trusts, you would have had them set it up in the first place.  That is why you came to us, right?  So, how about we set up a time to come in for your free check-up meeting?  We would be more than happy if you would like your CPA (or financial advisor) accompany you to the meeting or be available by phone, so they can hear what recommendations the attorney may have about your Living Trust.”


Client: “I received the Questionnaire.  I don’t want to fill it out.”

Staff: [Look to see when the last time they were in, if they were here with in the last 5 years the questionnaire they completed previously may not be too different.]

I understand, Mr./Mrs. [CLIENT NAME].  What you can do is just complete the questionnaire with any information that has changed since the last time you came in.  The attorney can review your last questionnaire with you. The reason we need this is because we want to make sure that everything is titled in the trust properly and that we aren’t overlooking any planning we can do for you and your estate.”

[If the client still seems reluctant to book or keep appointment, see what you can do to accommodate them, including offering to sending them a copy of the last questionnaire they completed to help them complete the new one.]

WHEN YOU CANNOT REACH A CLIENT
If you notice the client is very old, we get returned mail, their phone number is disconnected or they don’t answer their phone, we can call the next trustee in line to find out if the client is okay. When you talk to the Trustee explain we have been trying to call the client to come in for a check-up meeting but haven’t been able to get a hold of them by phone or mail and we wanted to find out if everything was okay. If they say the client is deceased ask if they took care of the administration.  If not, refer the caller to the Estate Administration Department to set up an appointment.  You may also ask them if they would be interested in coming in for a free consultation to discuss estate planning for them and offer a seminar.
FOR CLIENTS WHO REPEATEDLY DECLINE TO BOOK THEIR APPOINTMENT
For clients who time and time again say that they are not interested in coming in for a review meeting, send them the Trust Review Brochure with a personalized note that says: “We have noticed you haven’t been in for your free check-up meeting since [DATE].  We thought you should come in for your free meeting.  Here is some information. Please give me a call.” 
WHAT DO YOU DO WHEN ALL ELSE FAILS…
If you go through all of the client’s objections and have done everything possible to try and convince them to come in for their free meeting, but they still do not want to make an appointment - - you then have a couple of options.
OPTION #1: REFER THEM TO AN UPCOMING SEMINAR

Refer them to the next seminar: “The attorney will go over things that have changed in the law and in planning techniques.  He/She will hold a question and answer session at the end of the seminar in case you have any questions. At the end of the seminar, you can decide if you want to make an appointment to have your trust reviewed.”
OPTION #2: SCHEDULE A FOLLOW-UP CALL

If a client pushes off booking an appointment for any reason, be sure to schedule a specific day and time to follow up with them: “When is a good day to call you back?  Can I call you on [DATE]? What time on would be good to call?” 
If you schedule a follow-up phone call, be sure to put a reminder on your own calendar with a pop-up reminder the day or two before.  
Also send a handwritten reminder card that says something as simple as: 

“Dear [CLIENT NAME], 

It was nice speaking to you today. I will be calling you on [DATE] at [TIME].  I look forward to speaking with you then.  

Sincerely, 

[YOUR NAME]”[image: image1.png]
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