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At A Glance:

Consistent, proactive, client contact over time is the objective of this comprehensive
client management program. Experience has shown that regularly engaging clients
in a personalized, respectful, and informative manner helps us to interpret and
exceed client expectations and dramatically reduce service disappointments.

The single greatest objection to a shift in strategy, new idea, or request for '"new
behavior” within any service team is '"time". Therefore any program that even
hints of '"doing more" or "working harder" will be categorically rejected,
regardless of logic or desire. This is not due to an unwillingness to change nor is it
attributable to indifference - they are simply too busy to fit ""more" into the mix.

Knowing this, our approach will be to work within the reality of their environment
and encourage small, manageable, efficiency-finding changes to their current
approach. Our common goal is not to do more, but to get more out of what we are
currently doing and actually save time rather than burden them further.

Working this way, we discover that participants in the program actually author
their own prescriptions for success, empower themselves to engage and implement,
and develop anew and positive level of entrepreneurial spirit. Participants work
together in this dynamic client service program to design, implement, and manage
proactive and cost effective client stewardship programs that are visible, viable,
unique and lasting.

Retention skyrockets, cross-selling opportunities naturally evolve, and referral
business is suddenly available. Everybody wins. We will help your agency move
from problem-based, reactive, service activities that repair but never build, to a
well-defined, proactive client management program that can only be described as
world-class.
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Program Objectives:

= Develop an organizational value-added service plan that results in a
substantial increase in client satisfaction and retention.

= Create an efficient and effective client contact schedule to consistently harvest
cross-selling and referral opportunities.

= Implement a realistic priority management system that is focused on
increasing the time available for engaging in high-payoff activities.

= Transition to a '"total account' sales and service platform by introducing a pre
and post-sale client needs and expectations assessment.

= Improve organizational production, retention, efficiency, and profitability by
creating a strategic harmony between marketing, sales, and service initiatives.

Scope & Format:

We know how challenging it is to pull service teams away from their work to
conduct training. In order to minimize disruption, our suggested format is to divide
the team into two groups (AM and PM) and conduct the sessions in two, four-hour
blocks. After these initial meetings take place, we meet again one to two months
later to complete the program.

We strongly encourage our clients to schedule and conduct at least one group
webinar during the intersession to assist with implementation and reinforcement.
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Training Session Topics:

Session One 172 pay):

Transitioning to a Value Driven Model - what it means, what will change, and why it
will create limitless opportunity for a healthy and thriving organization.

Understanding and Exceeding Client Expectations - an easy to use pre-sale and pre-
renewal assessment designed to customize programs rather than quote policies.

Creating a Sustainable Agency-Wide Strategy to Harvest Cross-Selling and Referral
Opportunities - tools and techniques that use sound service strategies to sell.

Developing Relationships with People; Not just Products, Policies, and Price -
learning to sell accounts rather than lines of business.

Session Two (/2 pay):

Priority Management for Overwhelmed Service Teams - a proven method for
organizing and prioritizing high-payoff, business building activities.

Converting Client Relationships in Value-Driven Partnerships - simple and
manageable risk management and client education initiatives that keep you visible
and viable.

Designing and Maintaining a Value-Added Client Management System - an efficient
and effective process for retaining clients the easy way, by removing them from the field
of competition.

Wrap-up and Reinforcement - not the end of the program, just the end of the
beginning.
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