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Section 1

Vision & Approach
1.0 
      Vision & Goals
1.1 

Business Plan & Annual Goals

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Advisor
Frequency: 

Annually 
Process:

1. Retrieve a copy of your Annual Strategic Plan from last year.
2. Carefully assess which goals and initiatives were achieved and celebrate your success.
3. Identify if there are any goals or initiatives from last year which were not met, but are still meaningful: carry forward to this next year.

4. Save the Annual Strategic Plan with the new suffix representing the year (i.e. _2016).
5. Continue to update this document by reassessing each area and adding new information, goals, and initiatives to reflect your trajectory over the next 12 months.

6. Communicate your goals to everyone on your team so they can fully support you.
7. Speak with each team member individually about your expectations as it relates directly to there area of responsibility.

Scripting: 

N/A

Resources:

The resources referenced above can be found on the shared drive in the folder called “Vision & Goals”.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

1.0 
      Vision & Goals
1.2 

Quarterly Strategic Meeting

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Advisor
Frequency: 

Quarterly 
Process:

1. These meetings are set as recurring activities on everyone’s calendar for the first Monday of each quarter at 10:00 am.
2. The Advisor will ensure everyone has a copy of the Quarterly Strategic Agenda one week prior to the meeting so they can begin to prepare.
3. On the day of the meeting, it will begin promptly at 10:00 am in the Client Meeting Room.

4. Everyone is to have their Agenda with them at the meeting and be prepared to report to the team on areas they are overseeing.

5. The team will use this time to assess where they are at with their goals and initiatives for the quarter.

6. Celebrate success accordingly.

7. Strategize on areas where items fell short so the team can turn it around.

Scripting: 

N/A

Resources:

The resources referenced above can be found on the shared drive in the folder called “Vision & Goals”.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

1.0 
      Vision & Goals
1.3 

Monthly Monitoring of Targets & Goals

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Advisor
Frequency: 

Monthly on the 1st Business Day
Process:

1. Review the Business Reports provided monthly to you by the Client Service Associate.
2. Carefully assess each area and where you are at in relation to your annual goal:
a. AUM

b. Investment Management Production

c. Insurance Production

d. Number and Type of New Clients

e. Overall Number of Referrals

f. Retention of all High Value Clients

g. Specific Business Initiatives

h. Other

3. Assess what you have in the pipeline with respect to activities and initiatives to get you closer to your goals to determine if you can carry on as intended or decide you need to make some strategic decisions to get results back on track.

4. Process here.

Scripting: 

N/A
Resources:

Business Reports are generated monthly by the Client Service Associate and provided on the 1st business day of the month for the previous month.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

1.0 
      Vision & Goals
1.4 

Other Process

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency: 

Monthly 
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page
if you have Additional Processes 

to Create for this Section
2.0 
      Investment Management
2.1 

Investment Structure

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0  
Investment Management
2.1

Investment Structure

2.11 
           Managed Money 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0   
Investment Management
2.1

Investment Structure

2.12 
           Core Portfolios 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0 
       Investment Management
2.1

 Investment Structure

2.13 
            Mutual Fund Strategy 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0 
       Investment Management
2.1

Investment Structure

2.14 
             Other Strategy 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0 
       Investment Management
2.2 

Monitor & Update Investment Solutions

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0   
Investment Management
2.3 

Communicate Changes to Clients

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0  
Investment Management
2.4 

Communicate Changes to Team 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0 
       Investment Management
2.5 

Trading Individual Stocks

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0 
       Investment Management
2.6 

Trading Mutual Funds

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0  
Investment Management
2.7 

Trading Bonds

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0  
Investment Management
2.8 

Trading Other

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

2.0 
       Investment Management 

2.9 

Other Process

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

3.0 
       Financial Planning Process
3.1 

Financial Planning Approach

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

3.0 
       Financial Planning Process
3.2 

Gather Planning Data

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

3.0 
       Financial Planning Process
3.3 

Create & Print Financial Plans

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

3.0 
       Financial Planning Process
3.3 

Liaise with Other Professionals
Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

3.0 
       Financial Planning Process
3.4 

Other Process

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

4.0  
Insurance Process
4.1 

Insurance Solutions

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

4.0 
       Insurance Process
4.2 

Insurance Applications

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

4.0  
Insurance Process
4.3 

Ordering Paramedical

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency: 

Day the insurance application is submitted

Process:

1. When an insurance application is submitted the [Title of Person Responsible] will assess order the required paramedical test by phoning [name] at [number].

a. The client name, application number, and the name of the insurance company will be required.

2. The [Title of Person Responsible] will then phone the client and let them know that the paramedical have been ordered and that the paramedical company will be in contact.  
a. See scripting below.

Scripting: 

"Hello, [client name]. This is [your name] calling from [Advisor’s Name] office. I just wanted to inform you that the paramedical requirements that [Advisor] mentioned you will need for your insurance application have been ordered. 

You can expect to hear from [paramedical company] in the next few days. Just a reminder of the time sensitive nature of the application, it is important to get your paramedical appointment done as soon as possible. 

Do you have any questions? Thank you. "
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

4.0 
       Insurance Process
4.4 

Policy Delivery

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

4.0 
       Insurance Process
4.5 

Renewal Process

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

4.0   
Insurance Process
4.6 

Other Process

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

Section 2

Business Operations 

5.0 
       Team Management
5.1 

Organization & Structure

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Advisor
Frequency:  

Annually in December or If there is a change in Team Members
Process:

1. Print off the most recent copy of the Organization & Structure Chart.
2. Carefully assess each area of the business to determine if there are areas which require improvements and/or changes.
3. Communicate your assessment to the team:

a. If there are no changes, save it with a new date to reflect it has been reviewed.
b. If there are changes, sit down with the affected team members individually to discuss in private before announcing to the group.

4. Any changes in responsibilities should be supported with training, education and resources as required to be successful in taking on these new roles.

Scripting: 

[If Applicable]
Resources:

The resources referenced above can be found on the shared drive in the folder called “Team Management”.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

5.0 
       Team Management
5.2 

Job Descriptions

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Advisor
Frequency:  

Annually in December or If there is a change in the Team 
Process:

1. Once you’ve completed the annual review of your Organization & Structure (refer to the previous process), you can proceed with assessing the accuracy of the Job Descriptions.
2. Carefully review each job description to determine if changes are required:
a. If changes are not required, simply notify the team member nothing has changed and email them a copy of their job description, as a reminder.

b. If changes are required, have these edits made to the job description and then sit down and discuss them with the team member.  There may be edits or fine-tuning based on this discussion after which you can email them the final version of their job description.

3. If performance bonuses or incentives are tied to job responsibilities and you have made changes, you may also need to reassess the current incentives to ensure they are still a good fit.

Scripting: 

N/A
Resources:

Individual Job Descriptions can be found on the shared drive in the folder called “Team Management” in the sub-folder “Job Descriptions”.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

5.0 
       Team Management
5.3 

Compensation & Benefits

Date: 


Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

5.0 
       Team Management
5.4 

Holiday Schedule

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

5.0 
       Team Management
5.5 

Training & CE Credits

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

5.0 
       Team Management
5.6 

Annual Review & Assessment

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

5.0 
       Team Management
5.7 

Personnel Issues

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

5.0 
       Team Management
5.8 

Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

6.0 
      Team Branding
6.1 

Introduction Kit – Create & Update

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0  
Team Branding
6.2 

Team Folders

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Quarterly (Jan, April, July, October)
Process:

1. On the first day of each new quarter, check how many of our team branded folders are left in the Team Branding Cabinet.
2. Assess the current inventory by counting the number of folders left:

a. If there are more than 25 folders, this process is complete and you will check again next month.
b. If there are fewer than 25 folders, initiate a re-order.
3. Order folders online at ourmarketingdepartment.com using the following information:

a. User name: our team

b. Password:  folders

c. Quantity = 100

4. Set a trigger to follow up in three weeks if the folders have not yet arrived.

5. Once the folders arrive, unwrap and place in the Team Branding Cabinet. 
6. Provide the hardcopy Invoice/Receipt to the individual who manages the team expenses.

Scripting: 

N/A
Resources:

The Team Branding Cabinet is located next to the Client Service Manager’s desk.

Our Marketing Department Client Support Contact:  1-800-our-stuff.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0 
      Team Branding
6.3 

Team Letterhead

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Quarterly (Jan, April, July, October)
Process:

1. On the last business day of the month, check how much team branded letterhead are left in the Team Branding Cabinet.

2. Assess the current inventory by counting the number of boxes left:

a. If there are more than 2 boxes (approximately 1000 sheets), this process is complete and you will check again next month.

b. If there are fewer than 2 boxes, initiate a re-order.

3. Order folders online at ourmarketingdepartment.com using the following information:

a. User name: our team

b. Password:  folders

c. Quantity = 4 boxes (500 sheets per box)
4. Set a trigger to follow up in three weeks if the letterhead has not yet arrived.

5. Once the letterhead arrives, place it in the Team Branding Cabinet. 

6. Provide the hardcopy Invoice/Receipt to the individual who manages the team expenses.

Scripting: 

N/A
Resources:

The Team Branding Cabinet is located next to the Client Service Manager’s desk.

Our Marketing Department Client Support Contact:  1-800-our-stuff.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0 
      Team Branding
6.4 

Business Cards

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Quarterly (Jan, April, July, October)

Process:

1. On the last business day of the month, check how many business cards are on hand and ready to use in the Team Branding Cabinet.

2. Assess the current inventory by counting the number of boxes left for each team member:

a. If there is ¼ of a box or more (approximately 125 cards), this process is complete and you will check again next month.

b. If there is less than ¼ of a box, initiate a re-order.

3. Let the team member know you will be ordering more cards and provide them with an exact copy of the card you will be re-ordering.

4. Confirm with them if there are any changes required or if it is a simple re-order.

a. If changes are required, make sure they are compliance approved.

5. Order the cards online at ourmarketingdepartment.com using the following information:

a. User name: our team

b. Password:  folders

c. Quantity = 1 box (500 cards per box)

6. Set a trigger to follow up in two weeks if the business cards have not yet arrived.

7. Once the business cards arrive, place them in the Team Branding Cabinet. 

8. Provide the hardcopy Invoice/Receipt to the individual who manages the team expenses.

Scripting: 

N/A
Resources:

The Team Branding Cabinet is located next to the Client Service Manager’s desk.

Our Marketing Department Client Support Contact:  1-800-our-stuff.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0 
      Team Branding
6.5 

Email Signatures

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Annually in January
Process:

1. Request everyone on the team send you a ‘test’ email.
2. Review each email to ensure the standard signature at the bottom:
a. Reflects consistent branding (font size/style/color and use of logos or phrases)
b. Has proper names and titles

c. Includes proper disclosures if required

3. If the email signature is fine as is, respond to the ‘test’ email that it is ‘approved’.
4. If the email signature requires change, respond to the ‘test’ email with the new format so that if they have any questions or comments they can get back to you.

a. If any changes require compliance approval be sure to do so before anyone begins using the updated email signature.

b. Follow up two days later with those affected to ensure they have captured those edits in their automated ‘signature’ instructions.

c. Have them send you another ‘test’ email to make sure they are all good to go.

Scripting: 

N/A
Resources:

Refer to screen shot sample of the Email Signature provided on the following page as the team guideline.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0 
       Team Branding
6.6 

Website

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Quarterly (Feb, May, August, November)

Process:

1. Click on link to the team website to ensure link works properly.
2. Conduct a careful review of the website in terms of its static content:

a. Review the Home Page for consistency and accuracy.

b. Review each subsequent page to identify if changes are required.

i. Make sure the team and contact information is accurate.

c. Test each link on the website to make sure it is working properly.

3. Conduct a careful review of the website in terms of its dynamic content:

a. Ensure any dynamic areas are updated appropriately.

i. Newsletters

ii. Articles

iii. Other

4. If no changes are required, this process is complete.
5. If changes are required, do the following:

a. Provide all edits to the team for their approval.
b. Ensure all changes are compliance approved.

c. Contact web administrator (if other than yourself) to have these updates made.

6. Double check the changes are accurately captured in the website update.

a. If yes, this process is done until next quarter.

b. If no, ensure any errors or omissions are promptly corrected.

Scripting: 

N/A
Resources:

Our website is www.ourteam.com.   

Our website administrator is:  John Doe at jdoe_webhelp.com or 1-800-our-site.
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0 
       Team Branding
6.7 

Compliance Liaison

Date: 


[Enter Date Created or Edited]
Person Responsible: 
[Title of Person Responsible]
Frequency: 

Daily by end of business day
Process:

1. All compliance related material will be submitted to the compliance officer for approval before it is used.

2. Compliance approval may take as long as 10 days from the next business day after submission.

3. The Compliance Officer will keep a Compliance file on each advisor title [Advisor Name] - Sales/Contact Material and photocopies of all compliance related material will be kept in that file.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0 
      Team Branding
6.8 

Branding & Consistency

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0 
      Team Branding
6.9 

LinkedIn

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

6.0 
        Team Branding
6.10 
            Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

7.0 
             Office Management 
7.1

General Management 

7.11
            Weekly Team Meeting

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Mondays at 9:30 am.
Process:

1. These meetings are set as recurring activities on the calendar for Mondays at 9:30 am.

2. On the day of the meeting, it will begin promptly at 9:30 am in the Client Meeting Room.

a. Everyone is expected to be on time, unless there are exceptional circumstances.

b. This meeting will continue even if someone is away.

3. The [Title of Person Responsible] will ensure everyone has a copy of the Weekly Team Meeting Agenda which is to be distributed at the meeting.

4. Everyone is to be fully prepared to report to the team on areas they are overseeing.

5. The team will use this time to identify the action list for the next 5 business days.
6. Everyone is responsible for their own follow up action items.

7. Everyone is responsible for preparing their reports and discussion for the next Weekly Team Meeting.

Scripting: 

N/A
Resources:

The resources referenced above can be found on the shared drive in the folder called “Office Management - General”.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0     
Office Management
7.1 

General Management  

7.11
            Procedures Manual

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Open up the Procedures Manual template provided – this document is 160+ pages.
2. Ensure the following information is accurate on the cover:

a. Team Name 

b. Date

3. Save the Procedures Manual to the shared drive.
4. Carefully review the Table of Contents to further customize by:

a. Adding sections that need to be included

b. Removing sections that are not applicable

5. Ensure everyone on the team knows where to find the Procedures Manual.

6. Add the Procedures Manual to the Weekly Team Meeting Agenda so that it is discussed and referenced on a regular basis.
7. Make sure everyone is aware of the target date for completion.

8. Each team member completes one to two processes each week until the Procedures Manual is complete.

9. Other team members should test each process to ensure it is thorough and complete.

10. Once the Procedures Manual is complete, everyone on the team can update processes as and when required.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.1 

General Management  

7.12    
Office Equipment

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

When New Office Equipment is required
Process:

1. Identify with the team the equipment that needs to be replace.
2. Talk about options for the team and proceed on getting at least three quotes from reputable office equipment providers.
a. If quotes are incomplete, late or insufficient for any other reason rule them out as a viable option – this doesn’t speak well for any future service we can expect.

3. Carefully review the equipment details, pricing quotes and service/support options of the vendors with the team at the Weekly Team Meeting.
a. If required, contact the vendors for additional information.

4. Determine the best option for the team and proceed with the acquisition.

a. Confirm preferred method of payment with the advisor.

5. Place the order accordingly.

6. Provide invoice and/or receipt to the person who manages team expenses.

7. Place the Service Agreement, manuals, and any other product information in the file cabinet containing the “Office Equipment” folders.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.1 

General Management  

7.13    
Other Process 

You may want to reference online manuals or policies and procedures.

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

7.0  
Office Management
7.2 

Compliance & Reporting 

7.21   
Daily Transactions

Date: 


[Enter Date Created or Edited]

Person Responsible: 
[Title of Person Responsible]
Frequency: 

Everyday by 11 am
Process:

1. Create the Daily Transaction Report by logging onto www.ourportfoliossystem.com .

2. In the “Reports” section on the top right, click on “Daily Transactions”.

3. Ensure the “For Date” is the date for which you want to print the transactions.  

4. Click “Create Report”.

a. It takes about 20 seconds to generate the report on the screen.

5. Review the report on the screen to make sure it looks correct and once it is, print the report.

a. This report is usually 3-7 pages in length, unless a significant event has taken place.

6. Ensure the report is in the proper order and staple the pages together.

7. Highlight “Daily Transactions” and the “Date”.

8. If the advisor has asked to flag/circle/highlight any specific items, do so now.

9. Place the report in the Advisors ‘In Box’ on/by 11:00 am.


Scripting: 

N/A
Resources: 

Our Portfolio System Help Desk:  1-800-123-1234.
Use your specific User ID and Password.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.2 

Compliance & Reporting 

7.22    
Weekly Business Report

Date: 


[Enter Date Created or Edited]

Person Responsible: 
[Title of Person Responsible]
Frequency: 

Every Friday afternoon by 3 PM
Process:

1. Create the Weekly Report by logging onto www.ourportfoliossystem.com .

2. In the “Reports” section on the top right, click on “Weekly Report”.

3. Ensure the “For the Week ended” represents the date for which you want to print the report.  

4. Click “Create Report”.

a. It takes about 30 seconds to generate the report on the screen.

5. Review the report on the screen to make sure it looks correct and once it is, print the report.

a. This report is usually 2-3 pages in length, unless a significant event has taken place.

6. Ensure the report is in the proper order and staple the pages together.

7. Highlight “Weekly Report” and the “Date”.

8. If the advisor has asked to flag/circle/highlight any specific items, do so now.

9. Place the report in the Advisors ‘In Box’ on/by 3:00 pm each Friday.


Scripting: 

N/A
Resources: 

Our Portfolio System Help Desk:  1-800-123-1234.

Use your specific User ID and Password.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.2 

Compliance & Reporting 

7.23    
Quarterly Reports

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

First day in each of:  January, April, July and October on/by 11:00 am
Process:

1. Create the Quarterly Report by logging onto www.ourportfoliossystem.com .

2. In the “Reports” section on the top right, click on “Quarterly Report”.

3. Ensure the “For the Quarter ended” represents the date for which you want to print the report.  

4. Click “Create Report”.

a. It takes about 60 seconds to generate the report on the screen.

5. Review the report on the screen to make sure it looks correct and once it is, print the report.

a. This report is usually 5-10 pages in length, unless a significant event has taken place.

6. Ensure the report is in the proper order and staple the pages together.

7. Highlight “Quarterly Report” and the “Date”.

8. If the advisor has asked to flag/circle/highlight any specific items, do so now.

9. Place the report in the Advisors ‘In Box’ on/by the first business day of each quarter on/by 11:00 am.

Scripting: 

N/A
Resources:

Our Portfolio System Help Desk:  1-800-123-1234.

Use your specific User ID and Password.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.2 

Compliance & Reporting 

7.24    
Annual Compliance Reporting
Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Annually in November
Process:

1. Create the Annual Compliance Reporting by logging onto www.ourportfoliossystem.com. 

2. In the “Reports” section on the top right, click on “Annual Compliance Report”.

3. Ensure the “For the Year” represents the date for which you want to print the report.  

4. Click “Create Report”.

a. It takes about 2 minutes to generate the full report on the screen.

5. Review the report on the screen to make sure it looks correct and once it is, print the report.

a. This report is usually 20 pages in length.

6. Ensure the report is in the proper order and staple the pages together.

7. Highlight “Annual Compliance Report” and the “Date”.

8. If the advisor has asked to flag/circle/highlight any specific items, do so now.

9. Place the report in the Advisors ‘In Box’ on/by 11:00 am.

Scripting: 

N/A
Resources:

Our Portfolio System Help Desk:  1-800-123-4567.

Use your specific User ID and Password.

Compliance Department: 1-800-123-4567.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.2 

Compliance & Reporting 

7.25    
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

7.0  
Office Management
7.3 

Technology & Software 

7.31    
Computer Maintenance

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.3 

Technology & Software 

7.32    
CRM Technical Support

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Report any problems with the CRM to the Client Service Manager.

2. The Client Service Manager will then call Client Support Services at 1-800-123-4567 toll free.

3. If they are available, they should gladly assist you with your issue.

4. If they are not available, leave a message with your full name, company and telephone number so they can reach out to you at their earliest convenience.

5. Client Support Services will follow up with you if the issue requires additional time to resolve.
Scripting: 

[If Applicable]
Resources:

CRM Client Support Services 1-800-123-4567   

Use your specific User ID and Password.

Include reference to any letters, forms, documents, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.3 

Technology & Software 

7.33    
CRM Training 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Report training needs to the Client Service Manager.

a. This may be ongoing training needs.

b. This may be training on upgraded features.

c. This may be initiation training for a brand new team member.

2. The Client Service Manager will then call Client Support Services or CRM Training Services.

3. If they are available, they should gladly assist you with fulfilling your training needs.

4. If they are not available, leave a message with your full name, company and telephone number so they can reach out to you at their earliest convenience to help fulfill your training needs.

Scripting: 

[If Applicable]
Resources:

CRM Client Support Services 1-800-123-4567   

Include reference to any letters, forms, documents, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.3 

Technology & Software 

7.34    
Data Backup & Retrieval Procedures

Date: [


Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]

Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.3 

Technology & Software 

7.35    
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

7.0  
Office Management
7.4 

Accounting Procedures 

7.41    
Accounts Payable

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Monthly
Submissions: 13th of the month
Authorizations: 15th of the month
Payments: By the last day of the month

Process:

1. All purchase orders, bills, invoices or receipts for the office are to be given to the Client Service Manager.
2. All submissions MUST be made by the morning of the 13th of the month.
3. The Client Service Manager will keep the documentation in a file folder marked Account Payable.
4. A running record of all Accounts Payable will be kept on a spreadsheet titled Accounts Payable [Year]
5. The spreadsheet will be segmented by month with a total at the end of each month showing total monthly expenses and Year-to-Date expenses.
6. Authorization for payments will be made by the Advisor on the 15th of the month.
7. The Client Service Manager will issue payment of all bills by the last day of the month.

Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.4 

Accounting Procedures 

7.42    
Accounts Receivable

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

Weekly
Process:

1. All paid accounts will be submitted to Client Service Manager.

2. The Client Service Manager will keep a record of Accounts Receivable on a spreadsheet titled Accounts Payable [Year].

3. The spreadsheet will be segmented by month with a total at the end of each month showing total monthly receivables and Year-to-Date receivables.

4. Every Friday afternoon the Client Service Manager will provide the Advisor with a printed report of the Accounts Receivable.

Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.4 

Accounting Procedures 

7.43    
Banking

Date: 


[Enter Date Created or Edited]

Person Responsible: 
[Title of Person Responsible]


Frequency: 

Daily at 3 PM.

Process:

1. All banking will be done daily at 3 PM.

2. Office related money will be deposited to account [12345] at the [Name] bank.

3. A stock of deposit slips should be maintained in the office.

4. Deposit slips will be filled out at the office to ensure accuracy and save time at the bank.

5. Any deposits from financial transactions between advisors and their clients are to be deposited to the trust account [12345] at the [Name] bank.

6. All banking receipts and records will be kept in a file folder titled BANKING [Year]

Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0   
Office Management
7.4 

Accounting Procedures 

7.44    
Payroll

Date: 


[Enter Date Created or Edited]


Person Responsible:  
Client Service Manager/Book keeper

Frequency:

Submission: 13th, 28th or 19th of each month
Payday: 15th, 30th, or 31st of each month.

Process: 

1. Payroll is done twice a month on the 15th and last day of the month.

2. The Client Service Manager will email the book keeper the hours for each employee on the 13th of the month and on either the 28th or 29th of the month (26 or 27 in the case of February)

3. The book keeper will courier over the payroll cheques on the 15th or last day of the month.

4. The receptionist will place the pay cheques in the appropriate mailbox when they arrive.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.4 

Accounting Procedures 

7.45    
Petty Cash 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Ongoing

Process:

1. A float of 500 dollars will be maintained in a locked box at the front reception in the lower left-hand drawer.  

a. The key to this box is found on the main reception key ring in top right-hand drawer.

2. Petty Cash can be topped up during the daily banking.

3. Petty Cash will only be distributed for office related miscellaneous expenses.
A receipt and change must be given back to the Client Service manager immediately.

4. The Client Service Manager will keep a running record of all Petty Cash expenses on a spreadsheet titled Accounts Payable [Year]

5. The spreadsheet will be segmented by month with a total at the end of each month showing total monthly Petty Cash expenses and Year-To-Date Petty Cash expenses.


Scripting:

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

7.0  
Office Management
7.4 

Accounting Procedures 

7.46    
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

8.0  
Office Administration 
8.1

Answering Telephones
8.11    
Incoming Calls – A Clients


Date: 


[Enter Date Created or Edited]

Person Responsible: 
Client Service Associate
Frequency:  

As required
If Receptionist is away from desk notify Client Service Manager so they can cover (i.e. lunch).


Process:

1. Always answer the telephone before the 3rd ring as follows:

a. "Good morning/afternoon, [name of business], this is [Receptionists name]. Who is calling?"

b. Refer to the Telephone Answering Protocol for “A” Clients for more detail.

2. Either by voice recognition or call display, identify if they are an “A” client. If they are in one of the 'A' groups answer:

3. "Hello Mr./Mrs./Ms., ____ how are you today? How can we help you?"

a. Receptionist to handle: administrative details (i.e. address change, tax slips, etc.)

b. Advisor to handle: anything to do with client’s financial affairs.

4. If you are to handle: "I will take care of that for you."

5. If you must to defer to advisor: "[Advisor] is not available right now. Where can we reach you within the next 30 minutes? Can you give me some detail about your question or concern, please?"


Scripting: 

Telephone Answering Protocol for “A” Clients
Resources: 

All scripts for this process are found on the shared drive in the folder called “Office Administration” in the sub-folder, “General”.

· CRM to readily identify client code and/or

· List of A clients.


( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.1 

Answering Telephones 

8.12    
Incoming Calls – Non “A” Clients 

Date: 


[Enter Date Created or Edited]
Person Responsible: 
Client Service Associate
Frequency:
Always unless on lunch
If away from desk notify Client Service Manager so they can cover.

Process:

1. Always answer the telephone before the 3rd ring as follows:

a. "Good morning/afternoon, [name of business], this is [Receptionists name]. Who is calling?"

b. Refer to the Telephone Answering Protocol for “Non-A” Clients for more detail.

2. Either by voice recognition or call display, identify if they are an “A” client. If they are in one of the 'A' groups answer:

3. Ms., ____ how are you today? How can we help you?"

a. Receptionist to handle: administrative details (i.e. address change, tax slips, etc.)

b. Advisor to handle: anything to do with client’s financial affairs

4. If receptionist to handle: "I will take care of that for you."

5. If receptionist is to defer to advisor: "[Advisor] is not available right now. Where can we reach you by the end of the day? (If the client is calling in the later afternoon give the time period as by noon the next day). Can you give me some detail about your question or concern, please?"


Scripting: 

Telephone Answering Protocol – Non “A” Clients
Resources: 

All scripts for this process are found on the shared drive in the folder called “Office Administration” in the sub-folder, “General”.

· CRM to readily identify client code and/or

· List of A clients.

( Use live links for instant access to intranet/internet sources for online manuals and procedures.
8.0  
Office Administration
8.1 

Answering Telephones 

8.13    
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

8.0  
Office Administration
8.2 

Mail and Courier 

8.21    
Daily Mail - Incoming
Date: 


[Enter Date Created or Edited]
Person Responsible: 
Client Service Associate
Frequency: 

Everyday by noon 

Process:

1. Sort by three categories:
a. All office related goes to the Client Service Manager.

b. Each Advisor is to get their individual mail.

c. Junk Mail directly to the recycling bin.

i. Call to be removed from distribution list when possible.

2. Once sorted immediately deliver mail to the mail boxes for pick up.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.2 

Mail and Courier 

8.22    
Daily Mail - Outgoing
Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Associate
Frequency: 

At the end of every day.

Process:

1. All mail will be placed in the out mail basket.

2. Each team in the office is responsible for running their mail through the postage meter or applying postage stamps.

3. At the end of the day, check remaining amount left on postage meter.

a. If there is less than $[x] remaining, action an item for the next day to purchase $[x] additional postage.

4. Take mail and put it in the mail box when leaving at the end of the day.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.2 

Mail and Courier 

8.23    
Courier - Incoming
Date: 


[Enter Date Created or Edited]

Person Responsible: 
Client Service Associate
Frequency: 

Whenever a package arrives

Process:

1. Sign for the package/envelope

2. Notify the person it is for via email

3. Place package in the appropriate mail box

4. If the courier is from Head Office then follow the Daily Mail - Incoming procedure


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.2 

Mail and Courier 

8.23    
Courier – Outgoing for Advisor
Date: 


[Enter Date Created or Edited]

Person Responsible:
Client Service Associate
Frequency: 

As needed

Process:   FEX EX used for example

1. Go to www.fedex.com
2. Click on orange SHIP tab 

3. Log in: _____

4. Password: ____

5. Click on the dropdown arrow box beside Company to search by company or on Name to search by name. If you are shipping to a new contact, click on the dropdown box and select Add New... 

6. Fill in shipping address 

7. Select Type of Service: 

a. Priority Overnight (within USA) = delivery by 10:30am next day 

b. Priority First Overnight (within USA) = delivery by 9am next day 

c. International Priority = next day delivery 

d. International Priority = delivery by 8am next day 

8. Weight: Minimum weight the system will accept is 0.5 lbs. Use this amount when shipping envelopes. 

9. Dimensions: No need to fill in dimensions for a FedEx Envelope. Only need to complete this section when shipping boxes. 

10. Billing: select Sender (prepaid) 

11. Ship Date: select Today 

12. Click Continue 

13. Print Shipping Label: 

a. 1 copy for shipments in USA 

b. 2 copies for International shipments 

14. Click on Go to next step (bottom right of screen) 

15. Click on Schedule a Pickup 

16. Click on Confirm Pickup Location 

17. Identify the number of packages being shipped 

18. Total Weight: must be at least 1 lbs. (even for an envelope) 

19. Identify Ready for Pickup Time 

20. Identify Latest Time for Pickup 

21. Click Confirm Packages & Pickup Times 

22. Pickup Confirmation: Click Print (keep as a reference) 

23. Click Done 

24. Click Close 

Scripting: 

N/A
Resources: 

· www.fedex.com 


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0 
Office Administration
8.2 

Mail and Courier 

8.24
Courier – Outgoing for Office
Date: 


[Enter Date Created or Edited]

Person Responsible: 
Client Service Associate
Frequency: 

As needed

Process: 

1. See Courier - Outgoing Individual Advisor


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task. 
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.
8.0  
Office Administration
8.2 

Mail and Courier 

8.25    
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

4. Begin to 

5. Document your

6. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

8.0  
Office Administration
8.3 

General Administration 

8.31    
Office Supplies

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Associate
Frequency: 

As needed

Process:

1. Assess the need for all office supplies (i.e. paper clips, photocopy paper, letter head, pens, printer cartages, etc.)

2. Make a note of what is needed.

3. For printer cartridges, photocopy paper and other office supplies place order as follows: 

a. Phone [Name] at [number] 

b. Email [Name] at [email address]

c. Go online at [website] 

i. Use the catalogue and make a list of the item number and quality. 

ii. Use the account number [12345].

4. For letterhead place order as follows:

a. Phone [Name] at [number] 

b. Email [Name] at [email address]

c. Go online at [website] 

i. The name on the account is [ourpaper]. 

ii. Order quantities of 500 or more.

5. Always confirm current shipping address is current.

6. Always confirm amount of order.

a. Note: If order amount exceeds [$ dollars] get approval from Advisor.

7. Set follow up reminder at estimated time of arrival to ensure items ordered have been received.

8. Set follow up to ensure payment or charges (internal) related to items ordered is accurate.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.3 

General Administration 

8.32    
Filing Client Material


Date: 


[Enter Date Created or Edited]
Person Responsible: 
Client Service Associate
Frequency: 

Every Friday after the daily mail has been delivered


Process:

Use your CRM to automate the weekly reminders.

1. All material for filing is to be put in the FOR FILING tray on the Client Service Managers desk.

2. When filing place document at the front of the file folder. This will ensure that all the documents stay in chronological order with the most current date appearing first when the folder is opened.

3. Use only legal sized folders.

4. When a new folder is made the clients name is put on an AVERY file folder label.

5. The order for the name will be last name first.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0   
Office Administration
8.3 

General Administration 

8.33    
E-Filing

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Associate
Frequency:  

Daily 
Process:

1. Scan the document using the scanner next to the printer.
2. Place document face down on close the lid.

3. Click on “Scan Document” and make sure “PDF” is selected as format.

a. Scanner may take a few seconds to warm up.

4. If multiple pages, scan as one document and not individually.
a. Add additional pages when prompted until all pages have been scanned.

5. Once the Scan is complete save the document accordingly:

a. For all client related items ensure first and last name are included in the suffix, for example “Updated Will_Bill Jones”.

6. Now copy the file from the ‘scanning temp area’ to the appropriate file on the shared drive.
7. For all client material, save it in the “CLIENT MASTER” folder, in the appropriate sub-folder based on client last name.

8. Close the scanner lid and turn the scanner off.

9. Return any original items back to the client as and when required.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.3 

General Administration 

8.34    
Material from Home/Back Office
Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Associate
Frequency: 

Check supply room on the 15th and end of month.

Process:

Use your CRM to automate the semi-monthly reminders.

1. Reorder supplies when any item of stock when [12] are left.

2. When checking supply room, write down the codes of the materials required.

3. Place order as follows using account number [12345]:

a. Phone [Name] at [number] 

b. Email [Name] at [email address]

c. Go online at [website] 

4. Always confirm current shipping address is current.

5. Always confirm amount of order.

a. Note: If order amount exceeds [$ dollars] get approval from Advisor.

6. Set follow up reminder at estimated time of arrival to ensure items ordered have been received.

7. Set follow up to ensure payment or charges (internal) related to items ordered is accurate.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.3 

General Administration 

8.35    
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

8.0  
Office Administration
8.4 

Reception & Kitchen 

8.41 
           Maintaining the Fridge

Date: 


[Enter Date Created or Edited]
Person Responsible: 
Receptionist
Frequency: 

Every day before leaving

Process:

1. Food will be cleaned out of the fridge at the end of every day.

2. Disposable packages will be put in the garbage.

3. Tupperware containers will be emptied into the garbage and the container will be put in the dishwasher at the end of the day.

4. One the first day of every quarter wipe inside of the fridge down with Windex (or another mild cleaner).


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0 
Office Administration
8.4 

Reception & Kitchen 

8.42 
Maintaining the Kitchen

Date: 


[Enter Date Created or Edited]

Person Responsible: 
Receptionist

Frequency: 

Every day

Process:

Use your CRM to automate the daily reminders.

1. Each person in the office is responsible for cleaning up after themselves when they eat.

2. The counter will be wiped down at the end of every day.

3. Straighten out any magazines or reading material and put in a pile.

4. At the end of every day all cups, dishes, etc. will be run through the dishwasher. 

5. First thing every morning unload the dishwasher.

6. The janitorial company will mop the floor and generally keep the kitchen clean if it is left clean at the end of the day.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.4 

Reception & Kitchen 

8.43    
Kitchen Supplies

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Receptionist

Frequency: 

Ongoing

Process:

1. When doing daily kitchen maintenance assess the need for coffee cups, drinking glasses, tea cup, saucers, bowls, plates and utensils.

2. If plates, bowls and cups are needed we use the [this product] line from [firm]:

a. Phone [Name] at [number] 

b. Email [Name] at [email address]

c. Go online at [website] 

i.  The name on the account is [us].

ii. Order no less than 6 at a time.

3. Always confirm current shipping address is current.

4. Always confirm amount of order.

a. Note: If order amount exceeds [$ dollars] get approval from Advisor.

5. Set follow up reminder at estimated time of arrival to ensure items ordered have been received.

6. Set follow up to ensure payment or charges (internal) related to items ordered is accurate.

7. If we need utensils, they can be purchased from a location of our choice. 

a. Pick quality.

b. Use petty cash for your purchase and give the Client Service Manager the receipt.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

8.0  
Office Administration
8.4 

Reception & Kitchen 

8.44    
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

7. Begin to 

8. Document your

9. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

Section 3

Client Experience
9.0  
Client Experience  
9.1

Classification & Service Overview

Providing exceptional client service is about touching people in a variety of meaningful ways throughout the course of a year.  It allows you and your team to effectively utilize your time, energy and resources in a way to strategically grow your business by doing the right things for the right people.

Here is an overview of our Client Classification for purposes of servicing differentiation:

AAA

$1,000,000 or more, terrific attitude & refers 1 person/year on average

AA

$1,000,000 or more and has a terrific attitude

A

$1,000,000 or more

AF

Family Member of our “A” Clients

B

$500,000 to $999,999

C

$250,000 to $499,999

D

Less than $250,000

For a copy of our most recent client experience commitments, refer to the Advocate Service Matrix which is found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Classification & Service Overview”. 

There are two types of activities in the Service Package:  
1. On-going Activities are: birthdays, relationship call, articles of interest, review meetings.
2. Timeline Activities are: events, annual anchors, monthly e-mails, annual value event, and client recognition card.

Each of these will be described in more detail in subsequent processes.

All scripts and resources in this process are found on the shared drive in “Exceptional Client Experience” folder. 

( NOTE:  The primary objective is to automate all servicing activities as much as possible using the CRM and to provide personalized time to those individuals who merit your attention.  This can typically be managed in a couple of different ways on CRMs, either by Service Features or recurring activities.  
9.0  
Client Experience  
9.2

Setting Up a New Client

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

As needed

Process:

1. Advisor will notify Client Service Manager of a new client and their Client Code.

2. Ensure this new relationship is set up on the CRM.

3. Enter any Client Profile information documented by the Advisor into the CRM. 

4. Trigger any follow up items or activities resulting from the Implementation Meeting with the client.

5. Launch the New Client Onboarding (refer to this process in the Procedures Manual)

6. Refer to the Service Matrix to determine what actions need to be implemented for the new client.

a. Use the automated Service Matrix feature if your contact management has one, to switch on the servicing activities for the new client.

b. For manual set up, refer to Managing On-going Act ivies and Managing Timeline Activities sections of the Advocate Service portion of the Procedures manual.

7. Set up any paper file folders required to store and hold physical documentation related to the client.


Scripting: 

N/A
Resources: 

All scripts and resources in this process are found on the shared drive in “Exceptional Client Experience” folder. 


Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( NOTE:  If your CRM has a feature to build processes, create and automate this defined process and call it the “New Client Process Admin Checklist”.  Initiate it the day the prospect becomes a client.  Otherwise, you can proceed with manual set up.

( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.3

Managing On-going Activities

Date: 


Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

As needed 

Process:

1. All on-going activities are to be scheduled to the Client Service Manager. On-going activities include the following types of services: Relationship Calls, Articles of Interest and Review Meetings.

2. Any delegation will come from the Client Service Manager.

3. All on-going activities can be set up in the CRM using tasks and/or recurring activities as follows.


2.31     Relationship Call
1. 30 days out from the present date set an ongoing recurring call for every 90 days titled 'Relationship Call'.

2. Assign the appointment to the Advisor responsible for the client if the client is in one of the A groups.

3. If the client is in the B group assign it to the Client Service Manager and reduce the frequency to 180 days, beginning 60 days out from the present date.

2.32
Articles of Interest
1. 60 days out from the present date set an ongoing recurring activity for every 90 days titled ‘Article of Interest' 30 days out from the present date.

2. Assign the appointment to the Client Service Manager.

3. If the client is in the B group assign it to the Client Service Manager and reduce the frequency to 180 days, beginning 60 days out from the present date.

2.33
Review Meeting

1. 180 days out from the present date set an ongoing recurring task for every 180 days titled 'Arrange Review Meeting'.

2. Assign the appointment to the Client Service Manager.

3. If the client is in the B group assign it to the Client Service Manager and reduce the frequency to 365 days, beginning 180 days out from the present date. 

Scripting: 

N/A
Resources: 

Will be provided for each process later in this section.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.4

Managing Time-Line Activities

Date: 


[Enter Date Created or Edited]


Person Responsible:  
Client Service Manager

Process:

1. All timeline activities are to be scheduled to the Client Service Manager.  Timeline activities include the following types of services:  Monthly E-mail/Newsletter, Workshops, Client Appreciation Events, Thanksgiving Cards and Annual Client Gift. 

2. Any delegation will come from the Client Service Manager.

3. All timeline activities can be set up on the CRM.  

Note:  

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

.

9.0  
Client Experience  
9.5

Relationship Call
Date: 


[Enter Date Created or Edited]


Person Responsible:  
Advisor: All 'A' Clients AND Client Service Manager: All ‘B’ Clients.

Frequency:
All 'A' Clients: every 90 days AND All ‘B’ Clients: every 180 days 

Process:

1. This is not a service call to generate business.  Carefully review the client History and Client Profile before making the call.

2. Make the call to the client at their preferred contact number and during a time of day when they are generally available.

3. Conduct the call with the client using the Relationship Call Script.

a. Leave a message if you get voice mail using the Relationship Call Message Script.

4. Log any notes and additional Client Profiling information once the call is completed.

a. These notes will be invaluable for future interactions with this client.

5. Make any other changes to the client's information on the CRM if required.

6. Know that the next Relationship Call will pop up for this client automatically because it has been pre-scheduled into the CRM.  The timing of this next call will depend on the client’s classification:
a. All 'A' Clients: every 90 days
b. All ‘B’ Clients: every 180 days 

7. If a Moment of Truth or serious issue arises set a high priority Next Action for the following day for the Client Service Manager on the CRM.


Scripting: 
Relationship Call Message Script and/or Relationship Call Script
Resources: 

All scripts in this process are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Relationship Call”. 

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.6
 
Moments of Truth

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

As required
Process:

1. All interactions with clients (inbound calls, outbound call, review meetings, service call, relationship call) are to be recorded in the CRM appropriately.

2. If a potential Moment of Truth arises out interaction with a client by any team member it is to be brought to the attention of the Advisor.

3. The Advisor will determine if the Moment of Truth is to be recognized or not.

4. If the Moment of Truth is to be acted on the Advisor will delegate action to the Client Service Manager.

5. Place a Next Action titled 'Moment of Truth' in the Client Service Managers calendar.

6. The notes field will contain any information and a suggestion for the anchor to be used.

7. The Client Service Manager will review the Moment of Truth and the Client’s Profiling information and the Advisor's anchor recommendations.

8. The Client Service Manager will then review with the Advisor the suggestion for an appropriate anchor.

a. Refer to the Moment of Truth Resources which provide suggestions for several types of events (births, marriages, special trips, etc.)

9. Once approved by the Advisor, the Client Service Manager will proceed with the suggested anchor (or offer an alternative if requested).

10. The Advisor will sign the card provided by the Client Service Manager inside.

11. The Client Service Manager will arrange for and send the anchor and record the Action on the CRM.


Scripting: 

N/A
Resources: 

All resources in this process are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Moments of Truth”. 

( NOTE:  This is the only service activity that cannot be pre scheduled on the CRM because we don’t know for certainty when they will occur.  We strongly recommend you include this on your Weekly Team Meeting Agenda to ensure this high value client activity does not get forgotten.  

( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.7 

Thanksgiving Cards

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency:
Start: 

Eight weeks prior to Thanksgiving 
Mail Cards: 
One Week before Thanksgiving  

Process:

1. Eight weeks prior to Thanksgiving, the Client Service Manager is to choose the card and quote/script.  Next, shortlist 5 cards and present them at the weekly team meeting.

a. Use high quality photo art cards with a fall theme at the Thanksgiving holiday.

b. Use www.lavishcards.com. 

c. Review cards at the website.

2. Six weeks prior to Thanksgiving, the Client Service Manager will place the order for the Thanksgiving Cards.

a. Confirm the amount you need by identifying which clients are receiving the Thanksgiving Card: refer to your Service Matrix.

3. Four weeks prior to Thanksgiving, if the cards have not yet arrived telephone a follow up to determine when they will be arriving.

4. Three weeks prior to Thanksgiving, provide the Thanksgiving Cards to the Advisor for review and signature.
5. Two weeks prior to Thanksgiving, prepare Thanksgiving Cards for mailing: 

a. Hand-write the envelope 

b. Use a fall-themed postage stamp (do not use a postage meter)

6. Mail the Thanksgiving Cards using regular post:

a. Send two weeks ahead of time for out-of-state clients; and

b. Send one week ahead of time for in-state clients.

7. Communicate at the next Weekly Team Meeting that this is now complete.

Scripting:  

N/A
Resources: 

Resources for this process are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Thanksgiving”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.8

Annual Client Gift

Date:


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Annually 

Process:

1. Eight weeks prior to target date, the Client Service Manager is to confirm annual client gift with Advisor.  

2. Six weeks prior to the target date, the Client Service Manager is to order the Annual Client Gifts.

3. Five weeks prior to the target date, the Client Service Manager is to choose the Card.  They can shortlist 5 cards and present at weekly team meeting.

a. Use high quality photo art cards with an appropriate theme.

b. Use www.lavishcards.com
c. Review cards at the website.

4. Four weeks prior to target date, the Client Service Manager will order Annual Client Gift Cards based on the team’s decision.

5. Two weeks prior to target date, the Client Service Manager will provide Gift Cards to the Advisor for review and signature.

6. Two weeks prior to target date, the Client Service Manager will prepare any other packaging materials required.

a. Hand-write the envelope 

7. One week prior to target date, The Client Service Manager will ensure delivery of the Annual Client Gift via courier.


Scripting: 

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.9

Article of Interest

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

All A Clients: Every 90 days AND All B Clients: Every 180 days
Process:

1. When prompted on the CRM to send an Article of Interest, use something from the Client Profile to search the internet or a readily accessible publication.

2. When you find something worthy print it (via internet) or pull it out/copy it (via publication).

3. If the article is for a client in one of the 'A' groups, place the article on the Advisors desk with a sticky note indicating who it is for.

a. The Advisor writes out the note in the top right hand corner of the article.

b. The Advisor must give the article back to the Client Service Manager by noon for mailing.

4. If the article is for a client in one of the 'B' group, the Client Service Manager will write the note in the top right hand corner of the article.

5. When the article and hand-written note are ready for mailing, prepare to mail it as follows:

a. Hand-write the envelope 

b. Use a postage stamp (do not use a postage meter)

6. Mail the letter using regular postal delivery.

7. When the article is mailed log the action as completed making note of the title and content of the article sent on your CRM.


Scripting:  

N/A
Resources: 

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0   
Client Experience  
9.10   
Birthday Card

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency:  

One week before the birthday of an AAA, AA, A or B client.
Process:

1. The Client Service Manager will check for birthdays weekly. The Client Service Manager will be prompted to do this on their CRM using the Birthday Reporting feature.

a. If your CRM does not have this feature, set up a recurring reminder weekly to ‘Run the birthday report’.  This may require you set up a filter report to run a list of all clients with a birthday coming up in the subsequent week. 

2. Review upcoming client birthdays and choose appropriate cards for each client.

a. Keep a good stock of high quality photo art cards on hand to easily facilitate birthdays.

b. Use the Client Profile and/or the season of the year to choose an appropriate card.

c. If you notice the card inventory is running low, order more. 

3. Provide the card with a sticky note indicating who it is for on the desk of the Advisor every Monday afternoon for birthdays occurring the following week.

4. The Advisor will write a note in the card and sign it. 
a. To help with the note use the Birthday Card Notes.

5. When the card is complete the Advisor will give the card back to the Client Service Manager who will prepare it for mailing:

a. Hand-write the envelope 

b. Use a celebration-themed postage stamp (do not use a postage meter)

6. Mail the letter using regular postal delivery.

7. When the birthday card is mailed, the Client Service Manager must note it in CRM.

Scripting: 

N/A
Resources: 
The resources in this process is found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Birthday”. 

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.11   
Client Appreciation Event

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

As determined by the Advisor 

Process:

1. As part of the end of year planning, the Advisor will confirm the Client Appreciation Event (date and location) for the coming year.

2. The Client Service Manager and the Advisor will assess if a venue needs to be booked in advance – and do so as and when required.

3. Six weeks prior to the client appreciation event, the Client Service Manager is to confirm the event details with Advisor (this includes date/time/place) and any third-parties necessary to host the client appreciation event (i.e. venue).    

4. Five weeks prior to the client appreciation event, the Client Service Manager is to order event supplies, including items used to anchor or follow the event.

5. Four weeks prior to client appreciation event, the Client Service Manager will confirm with the Advisor who is invited to the workshop.

6. Four weeks prior to the client appreciation event, the Client Service Manager is to prepare the invitations. Use the Client Appreciation Event Invitation Template.

a. Hand-write the envelope and use a postage stamp (do not use a postage meter)

7. Four weeks prior, mail the letter using regular postal delivery.

8. Two weeks prior to client appreciation event, the Client Service Manager will confirm with the Advisor the number of attendees expected and arrange for catering (if required).

9. One week before the client appreciation event the Client Service Manager will make confirmation calls using the Client Appreciation Confirmation Call Script.  

10. One week before the client appreciation event the Client Service Manager will ensure all event materials are onsite and ready to 

11. One day after the client appreciation event, the Client Service Manager will mail out Thank You Cards to all those who attended.

Scripting: 

Client Appreciation Event Confirmation Call Script
Resources:  
The resources in this process are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Client Appreciation”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.12   
Beyond Advice Workshop Series

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

As determined by the Advisor 

Process:

1. As part of the end of year planning, the Advisor will provide the Client Service Manager with a list (title, date and location) of workshops for the coming year.

2. The Client Service Manager and the Advisor will assess if a venue needs to be booked in advance – and do so as and when required.

3. Six weeks prior to workshop date, the Client Service Manager is to confirm the workshop details with Advisor (this includes date/time/place) and any third-parties necessary to host the workshop (i.e. venue).    

4. Five weeks prior to the workshop date, the Client Service Manager is to order workshop supplies.  

a. This includes items the Advisor will use during the workshop or to follow up the workshop.

5. Four weeks prior to the workshop date, the Client Service Manager is to prepare the workshop invitation.  Use the Beyond Advice Workshop Invitation Template.

6. Four weeks prior to workshop date, the Client Service Manager will confirm with the Advisor who is invited to the workshop and mail out invitations accordingly.

7. Two weeks prior to workshop date, the Client Service Manager will confirm with the Advisor the number of attendees expected and arrange for catering (if required).

8. One week before the workshop the Client Service Manager will make confirmation calls to all guests using the Beyond Advice Workshop Confirmation Call Script.  

9. One week before the workshop the Client Service Manager will ensure all workshop material are onsite and ready to go as well as, provide any materials the Advisor requires to host the workshop

10. One day after the workshop, the Client Service Manager will mail out Thank You Cards to all those who attended.

Scripting: 

Beyond Advice Workshop Confirmation Call Script
Resources: 
The resources in this process is found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Beyond Advise Workshop”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.13   
First Views Monthly Email

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency:  

Monthly
Process:  
1. The First Views Monthly E-Mail has the following specifications:

2. It is two pages:  Page 1 is called the Financial Side.  The Financial side will be a piece selected by the Advisor from firm produced material.  Page 2 is called the Lighter Side.  The Lighter Side will be created by the Client Service Manager and is meant to be light, funny, topical.

3. The body of the e-mail will always say 'Please enjoy this month's installment. If you have any questions or feedback call (Client Service Manager). Also, if you would not like to receive this e-mail anymore please call (Client Service Manager) and let her know. Best personal Regards, (Advisor)."

4. On the 1st day of every month the Client Service Manager will be reminded to being preparing the First Views e-mail.

5. When prompted to being preparing the e-mail, send the Advisor an e-mail asking them to submit the financial content for the e-mail.

6. By the 10th of the month the Advisor will return a file by e-mail (i.e. a monthly market or financial piece put out by the firm) or provide hardcopy of content that the Client Service Manager will then have to type or scan.

7. By the 12th of the month the Client Service Manager will have the final copy of the e-mail done and will forward by e-mail to the Advisor.

8. By the 14th of the month the Advisor will have approved or edited the e-mail.

9. The 'Subject' of the e-mail will always be FIRST VIEWS - Monthly E-mail.

10. On the 15th of every month the last thing the Client Service Manager will do that day is to create a PDF file of the e-mail and send it to every client and prospective client.

11. The morning after the e-mail was sent the Client Service Manager will check that all e-mail was sent. Any returned or undelivered e-mails will be investigated.

12. Follow up with the client and confirm e-mail address and resend.

Scripting:   

N/A
Resources: The First Views Monthly E-Mail Outlook Template is found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “First Views E-Mail”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0  
Client Experience  
9.14   
Ordering Cards 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

9.0   
Client Experience  
9.15   
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

10.0 
Review Meetings
10.1   
Overview
Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

When prompted on your CRM
Process:

1. The Client Service Manager will be prompted to arrange a Review Meeting.

2. When prompted to arrange a review meeting call the client at their preferred telephone number for the time of day you are calling them.

3. Use the Book a Review Meeting Call Script to set up the Review Meeting.

a. Always book meetings out a minimum of one week – unless there is a client emergency or extraordinary situation.

4. Create the ‘Review Appointment’ on the Advisors organizer on the CRM for the date and time of the meeting.

5. Create a Next Action in your calendar for the day before the appointment titled 'Prepare for Review Appointment'. 

a. Include in the notes section any and all items you need to provide the Advisor.

6. Create a Next Action in the Advisors calendar four days before the appointment titled 'Prepare for Review Appointment'. 

a. If any Review Meeting Agenda items are identified by the client put them in the notes section of the appointment so the Advisor can review before the appointment.

7. Create a Next Action in your calendar for the day before the appointment titled ‘Review Meeting Confirmation Call’. 

8. The day before the Review Meeting, confirm the appointment using the Review Meeting Confirmation Call Script.


Scripting: 

Referenced specifically in each of the individual process to follow.

Resources:

Referenced specifically in each of the individual process to follow.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

10.0 
Review Meetings
10.2   
Client Meeting Scheduling Protocol

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency: 

When prompted on your CRM

Process:

The Client Meeting Scheduling Protocol has been created to provide a manageable structure and approach to setting and conducting Client Meetings.
Client Meeting Days

· Appointment Days:  Tuesday, Wednesday and Thursday

· No appointments to be scheduled the day after vacation

Client Meeting Times

· Earliest appointment to be set is 9:00 am

· Latest appointment to be set is at 3:00 pm

· Schedule each appointment for 2 hours and indicate as “Appointment” in activity type

Client Meeting Maximum per Day

· No more than 3 meetings per day 

· No appointments back to back - leave a minimum of 30 minutes between appointments

Out of Office Meetings

· Out of office meetings can be set on Wednesdays

· Clearly indicate in the “Location” field it is an OUT OF OFFICE and include the address in the notes box

Lead Time for Scheduling Meetings

· Client meetings should be scheduled 5-10 business days in advance

Scripting: 

See subsequent process for specific scripting references.

Resources:



All resources used in this process are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Review Meetings”. 

10.0 
Review Meetings
10.3   
Review Meeting Booking
Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

In accordance to the standards outlined in your Service Matrix.
Process:

1. Bring the list of clients with Review Meeting prompts to the Weekly Team Meeting to give the team advance notice you will be contacting these clients to set up Review Meetings. 

2. Prepare to call the client to book the Review Meeting. 

a. Refer to the Review Meeting Booking Script, with special note for sections related specifically for “A” clients only who have a PFO.
3. Confirm the preferred contact number/method for the client on the CRM by looking on the main contact screen, on the right-hand side in the “Preferred Communication” field.

4. Review Meetings are booked on Tuesdays, Wednesdays and Thursdays with a minimum of 2 weeks out to allow enough time to prepare. 

a. For more details on scheduling meetings, refer to the Client Meeting Scheduling Protocol. 

5. Use the preferred communication to reach out to the client to book the Review Meeting.

a. If you get a voice message, leave a message specific to the purpose of setting their next Review Meeting and schedule a follow up on the CRM for 3 days later.

6. Once you have set the Review Meeting day and time: 

a. Ensure it is scheduled accordingly on the calendar so all team are aware.

b. Trigger any preparation activities accordingly on the calendar and or task lists.

7. Confirm the Review Meetings set at the Weekly Team Meeting so that everyone is aware who is coming in.
Scripting: 

Review Meeting Booking Script
Resources:


All scripts and resources used in this process are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Review Meetings”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

10.0 
Review Meetings
10.4   
Review Meeting Confirmation Call

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

In accordance to the standards outlined in your Service Matrix.
Process:

1. If you are confirming an “A” level client, review their Client Profile ahead of time so you can ensure this is a meaningful point of contact with them.

2. Call the client 2 days before the Review Meeting. 

a. Refer to the Review Meeting Confirmation Call Script. 

3. Results of confirming the appointment: 

a. If the appointment is confirmed, proceed with this process.

b. Otherwise, rebook the appointment accordingly.

4. Ensure that any changes to the appointment are reflected on the team calendar.

5. Notify the team regarding any information or rescheduling affecting the Review Meeting.


Scripting: 

Review Meetings Confirmation Call Script
Resources: 

All scripts used in this process are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Review Meetings”. 

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

10.0 
Review Meetings
10.5   
Review Meeting Preparation

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager, Advisor
Frequency:  

In accordance to the standards outlined in your Service Matrix.
Process:

1. Prepare the agenda for conducting a standard Review Meetings:

a) Use the Review Meeting Agenda - A Clients with your top clients: those with a Personal Financial Organizer (PFO).

b) Use the Review Meeting Agenda - B Clients with your other clients. 

2. Customize the agenda with the client’s name, date, and the time and duration of the meeting (e.g. 2:00-3:00).

3. In advance, identify and prepare any tools that you will require for this meeting.  This may include: 

a) Personal Financial Organizer (A Clients only)

b) Investment Policy Statement

c) Updated Policy Reviews

d) Critical Financial Events Graphics

e) What’s Important to You

f) Any other items you deem necessary to conduct the Review Meeting

4.   Always review your Client Profile Information prior to conducting the Review Meeting.

Scripting: 

[If Applicable]
Resources:

The Review Agenda templates are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Review Meetings”. 

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

10.0 
Review Meetings
10.6   
The Review Meeting 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager, Advisor
Frequency:  

In accordance to the standards outlined in your Service Matrix.
Process:

1. Always start your meetings on time.

2. Before proceeding through the agenda, spend at least 3-5 minutes building rapport with your client and following up on their Client Profiling information.

3. After rapport building, place the appropriate customized agenda on the table facing the client.

4. Proceed through the agenda with your client, in the order that it is laid out.

5. Both the A Client Agenda and the B Client Agenda share, and start with, the following items:

a) Meeting Overview

b) Review of our Practice and Approach (Use Key Message Scripting) 

6.  The ‘Our Introduction Process’ item is unique to the A Client Agenda.  Use the Ongoing   Introduction Process Script for this.
7.   Both Agendas share the following business items for discussion: 

 
      a)  Review Your Goals and Objectives


       b)  Strategy Review and Updating


       c)  New Strategies for Discussion

For the A clients:  Work your way through these business items, in this order, turning to the appropriate page within the PFO while you do so.


For the B clients:  Work your way through these items, in this order, using the Strategy Tracker as your mutual guide, or whatever document(s) you use currently with your B Clients.

For both A and B clients:  Important!  Always be sure to review the client(s)’ Goals and Objectives before discussing any ongoing strategies, or any new recommendations that you may have.

8. Keep your eye on the clock and always strive to end your meetings on time.

9. Begin to wind down the meeting at the appropriate time, and be sure to record any important notes.

10. For any new items that need to implemented, alert the appropriate staff member and use an orderly follow-up process to ensure that you deliver on what you promised.

11.  Store any relevant notes in the client(s)’ contact record.

Scripting: 

[If Applicable]
Resources:

The resources for this process are found on the shared drive in “Exceptional Client Experience” folder, in the sub-folder called “Review Meetings”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

10.0 
Review Meetings
10.7   
The Review Meeting Follow Up
Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Spend time immediately after the meeting compiling the thoughts and outcomes of the meeting which just occurred.

2. Bring the team in for a quick debrief to clearly identify and delegate the follow up activities:

a. Identify, communicate and trigger all investment related follow up items to the team member responsible for Investment Management.
b. Identify, communication and trigger all planning related follow up items to the team member responsible for Financial Planning.

c. Identify, communicate and trigger all admin related follow up items to the team member responsible for administration.

3. Ensure all new information regarding the client is updated in the Client Profile.
Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

10.0 
Review Meetings
10.8   
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

Resources:

[If Applicable]
Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

11.0 
New Client Onboarding
11.1   
Overview

The New Client Onboarding Process is designed to give the advisor and the client a precise track to run on for all new client and financial planning activities.

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

When Introduced to a Prospective New Client


Process:

1. Referral Thank You

2. Client Kit (Cover letter & Hand written note and envelope) 

3. Call to book 1st Appointment 

4. Confirmation letter sent for 1st Appointment 

5. Confirm call for 1st Appointment 

6. 1st Appointment & Agenda 

7.  "Is there a fit?" Call 

8. 2nd Appointment Confirm Letter and Checklist 

9. 2nd Appointment Confirm Call 

10. 2nd Appointment & Agenda 

11. 3rd Appointment Confirm Call 

12. 3rd Appointment Agenda 

13. 4th Appointment Confirm Call (If and when required)
14. 4th Appointment Agenda (If and when required)
15. Welcome Card 

16. Welcome Letter

17. Letter & Anchor

18. First Statement & Care Call 


Scripting: 

Individual sourcing is integrated within subsequent sections.
Resources: 

Individual sourcing is integrated within subsequent sections.
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.2   
Thank You for Referral

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Each time a referral is received
Process:

1. On the same day the referral is received, provide the Advisor with a Referral Thank You Card.

a. Use Lavish cards.

2. The Advisor completes Referral Thank You Card.

a. Use Referral Thank You Card Template.

3. After the card is complete, the Advisor returns it.

a. Follow up at the end of the day if it has not yet been returned to you.

4. Prepare to mail the card as follows:

a. Handwrite the address

b. Use a postage stamp (do not use postage meter)

5. The card is placed into the envelope with closed edge facing the top of the envelope.

6. The card is placed in regular mail pickup.

7. Make a note on the CRM that the Referral Thank You Card has been sent to the client or center of influence.

8. Track the referral on the CRM field for referrals and any other tracking systems used for monitoring referrals.

Scripting: 

N/A
Resources: 
The resources for this process are found in the team shared drive in the “New Client Onboarding” folder, sub-folder “Pre Appointment Process”.

Cards and postage stamps are found in the Team Branding Cabinet, located next to the Client Service Manager’s desk, in the top drawer.
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.3   
Pre Appointment Process

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

When an Introduction is Received
Process:

1. On the same day the referral is received, the Advisor will call the prospective client to initiate the Pre Appointment Process.

a. Use the Initial Contact Script.

2. Once the Advisor confirms the prospective client is moving forward in the process, the Advisor will notify you and provide the mailing address so they can courier the Introduction Kit to the prospective client.

a. Customize the Cover Letter for Introduction Kit with the prospective client’s name and address – save on shared drive in Prospect Folder. 

b. Provide card to Advisor for hand-written note to accompany the Introduction Kit (refer to the Handwritten Note Template) 

c. Refer to Section 8.0 for information on Couriering - Outbound.

3. Call the prospective client to book the 1st Appointment 2 days after the kit has been received.

a. Use the 1st Appointment Booking Script.

b. The 1st Appointment is to be booked a minimum of 5 business days from date of this call. Make sure it is clearly marked on the Advisor’s organizer. 

4. Immediately after booking the 1st Appointment, send the 1st Appointment Confirmation Letter.

a. Include a map/directions and parking information.

5. Two days before the 1st Appointment, make the confirmation call to the prospective client.

a. Use the 1st Appointment Confirmation Call Script.


Scripting: 

Referenced specifically in each of the individual process to follow.
Resources: 

Referenced specifically in each of the individual process to follow.

( If your CRM has a feature to build processes, create and automate this defined process and call it the “New Client Pre Appointment”.  Initiate it as soon as you are introduced to a prospective client (this will require entering some basic information on your CRM to create a ‘contact file’ for them).  If you don’t have the ability to build this process, proceed with the manual set up.

( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.30 
Pre Appointment Process

11.31  
Initial Contact 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Advisor

Frequency: 

When an Introduction is Received
Process:

1. On the same day the referral is received, the Advisor will call the prospective client to initiate the Pre Appointment Process.

2. Use the Initial Contact Script noting the following:
a. If this is a phone, walk or web-in and not a referral from one of your best clients, you should pre-qualify them.

b. If this is a referral from a top client, we do not prequalify.

3. Set the stage related to the ‘fit’ process and get permission to send out the Introduction Kit.

4. Notify the Client Service Manager that an Introduction Kit can now be sent out.


Scripting: 

Initial Contact Script
Resources: 

All scripts used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Pre Appointment”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.30 
Pre Appointment Process

11.32  
Send Introduction Kit 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Assistant
Frequency: 

After Initial Contact with Prospective New Client
Process:

1. Once the Advisor confirms the prospective client is moving forward in the process, the Advisor will notify you and provide the mailing address so they can courier the Introduction Kit to the prospective client.

2. Use one of the pre-assembled Introduction Kits.

3. Check the Introduction Kit over to make sure it looks like it is correctly assembled and all contents are present.

a. Reference this with the “Master” kit found in the same drawer.

b. Never use the “Master” kit to send to a prospective client as it serves as clear direction on the correct assembly of the Introduction Kit.

4. Pull up the Introduction Kit Cover Letter template.

a. Customize it with the prospective client’s name and address.

b. Ensure the date at the top is correct.

c. Print it on letter head – it will require a signature.

5. Provide a stunning card to Advisor for the hand-written note to accompany the Introduction Kit.
a. Refer to the Handwritten Note Template. 

6. Courier the Introduction Kit to the prospective new client using 1 to 3-day delivery depending on where the prospective client resides.

a. 1 to 2-day delivery for local prospects.

b. 3-day delivery to those at a great distance.

c. Refer to Section in this manual on Couriering – Outbound if required.


Scripting: 

N/A
Resources: 

All documents, letters and templates in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Pre Appointment”. 

Pre-assembled Introduction Kits are found in the file cabinet next to the Client Service Assistant’s desk, in the third drawer from the top in the area called “New Client Onboarding”.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.30 
Pre Appointment Process

11.33  
Book the 1st Appointment 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager
Frequency: 

After the Introduction Kit has been Sent to a Prospective Client
Process:

1. Call the prospective client to book the 1st Appointment two days after the kit has been received.

a. Use the 1st Appointment Booking Script.

b. The 1st Appointment is to be booked a minimum of 5 business days from date of this call. Make sure it is clearly marked on the Advisor’s organizer. 

2. Immediately after booking the 1st Appointment, set the trigger to send the 1st Appointment Confirmation Letter.


Scripting: 

1st Appointment Booking Script
Resources: 

All scripts used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Pre Appointment”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.30 
Pre Appointment Process

11.34  
1st Appt. Written Confirmation

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

After a 1st Appointment has been Booked with a Prospective Client
Process:

1. One week before the 1st Appointment, send the Confirmation Letter to the prospective client.

2. Pull up the 1st Appointment Confirmation Letter template.
a. Customize it with the prospective client’s name and address.

b. Ensure the appointment date and time is customized correctly.

c. Ensure the date at the top is correct.

3. Print it on letter head – it will require a signature.

4. Print the Map/Directions and Parking Information template, which is printed on 2nd page letterhead.

5. Staple the two pages together in order and fold in thirds with the printed text facing inward.

6. To prepare for mailing:

a. Create an address label for the client.

b. Use the standard letter size envelopes with team logo.

c. Run through the postage meter.

7. Place the printed items in the envelope and seal.

8. Place in the “Outbound Mail” box.


Scripting: 

N/A
Resources: 

All documents, letters and templates in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Pre Appointment”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.30 
Pre Appointment Process

11.35  
1st Appt. Confirmation Call 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager
Frequency: 

After a 1st Appointment has been Booked with a Prospective Client
Process:

6. Call the prospective client 2 days before the 1st Appointment. 

a. Refer to the 1st Appointment Confirm Call Script. 

7. Results of confirming the appointment: 

a. If the appointment is confirmed, proceed with this process.

b. Otherwise, rebook the appointment accordingly.

8. Ensure that any changes to the appointment are reflected on the team calendar.

9. Notify the team regarding any information or rescheduling affecting this initial meeting.


Scripting: 

1st Appointment Confirmation Call Script
Resources: 

All scripts used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Pre Appointment”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.4   
The 1st Appointment

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager/Advisor

Frequency: 

If prospect has scheduled 1st Appointment

Process:

1. Client Service Manager will customize the 1st Appointment Agenda with prospective client name, date and time and print out on letter head. 
2. Print one copy for each meeting participant.
3. They will then assemble the rest of the 1st Appointment resources in a folder:
a. Critical Financial Events & Partnership Graphics
b. What’s Important to You? [tool for capturing goals]
c. Personal Financial Profile [sample tool for fact finding in 2nd Appt.] 
d. PFO Binder [sample client deliverable for implementation in 3rd Appt.]

1. Client Service Manager provides the Advisor with the 1st Appointment folder two days prior to the meeting.  

2. The Advisor will review and organize the 1st Appointment materials.
3. The Advisor will review the 1st Appointment Script (if and when required). 
4. The Advisor Conducts 1st Appointment.
5. At the end of this appointment – book the Fit Call.

Scripting: 
1st Appointment Script
Resources: 
The resources for this process are found in the team shared drive in the “New Client Onboarding” folder, sub-folder “The 1st Appointment.”  
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.5   
The FIT Call

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager/Advisor

Frequency: 

If prospect has scheduled 1st Appointment

Process:

1. The Advisor will make the “Is There A Fit?” call two days after the 1st Appointment.
a. Use the Is There a Fit? Call Script.
2. If there is a fit, the Advisor can book the 2nd Appointment on the CRM and it must be at least 10 days out.

a. Alternately, the Advisor can have the Client Service Manager call the client to book the 2nd Appointment.
3. Advisor is to notify the Client Service Managers to trigger an action to send the confirmation letter for the 2nd Appointment in two days.
4. Client Service Manager will move all information for the new client from the Prospect Folder on the shared drive into the Client Folder system – where all subsequent client information will be stored.  
5. Main Client Folder is created as follows: [Last Name_First Name].
6. Create Sub-folders within as required.
Scripting: 
Is there a Fit? Script
Resources: 

All scripts used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “The 1st Appointment”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.6   
The 2nd Appointment Letter & Checklist

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager/Advisor

Frequency: 

As required

Process:

1. Pull up a copy of the 2nd Appointment Confirmation Letter & Checklist.

2. Customize the top corner with the client-specific information including the following:

a. Name 
b. Address

c. Date and Time of the Meeting 

3. Ensure the date at the top of the letter is accurate and reflects today’s date.

4. Now review the letter for accuracy and overall formatting to make sure it is correct.

a. Make corrections if and where necessary.

5. Print the first page on Letterhead.

6. Print the subsequent pages on 2nd Page Letterhead.

7. Staple the pages together in order and fold in thirds with the printed text facing inward.

8. To prepare for mailing:

a. Create an address label for the client.

b. Use the standard letter size envelopes with team logo.

c. Run through the postage meter.

9. Place the printed items in the envelope and seal.

10. Place in the “Outbound Mail” location.


Scripting: 

N/A
Resources: 

All resources used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “The 2nd Appointment”. 

Letterhead and 2nd page letterhead can be found in the Team Branding Cabinet, in the second drawer from the top.  It is located next to the Client Service Manager’s desk.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.7
          The 2nd Appointment Confirmation Call

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

As required

Process:

1. Call the new client 2 days before the 2nd Appointment. 

a. Refer to the 2nd Appointment Confirm Call Script. 

2. Results of confirming the appointment: 

a. If the appointment is confirmed, proceed with this process.

b. Otherwise, rebook the appointment accordingly.

3. Ensure that any changes to the appointment are reflected on the team calendar.

4. Notify the team regarding any information or rescheduling affecting this next meeting.


Scripting:   

2nd Appointment Confirmation Call Script
Resources: 

All scripts used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “The 2nd Appointment”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.8   
The 2nd Appointment

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager/Advisor

Frequency: 

As required

Process:

1. Customize the 2nd Appointment Agenda with client name, date and time and print out on letter head. 

a. Print one copy for each meeting participant.
2. They will then assemble the rest of the 2nd Appointment resources in a folder:

a. Copy of information gathered from 1st Appointment (including goals)

b. Personal Financial Profile [Fact Finding tool to be used] 

3. Provide the Advisor with the 2nd Appointment folder two days prior to the meeting, including a copy of the Client Profile.  

4. The Advisor will review and organize the 2nd Appointment materials.

Review the 2nd Appointment Script. 

5. Advisor conducts the 2nd appointment.

6. At the 2nd appointment the Advisor books the 3rd Appointment for 10 days out to allow preparation time for the PFO.

7. Advisor notifies the Client Service Manager to make a reminder to make the 3rd Appointment confirmation call. 

8. Ensure all related 2nd Appointment materials are copied and stored in the Client Folder on the shared drive.


Scripting: 

2nd Appointment Script
Resources: 
All scripts and templates used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “The 2nd Appointment”. 

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.9   
Prepare the PFO 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Advisor

Frequency: 

As required

Process:

1. Advisor thoroughly reviews all of the client financial documents, risk profile and other financial data gathered to this point to prepare client deliverables:

a. Investment Policy Statement (IPS)

b. Summary of Investment Recommendations

c. Financial Planning Projections and Other (as determined by the Advisor)

2. Place all files related to the PFO (IPS, projections, etc.) in the client physical file and ensure all electronic data is saved in the client electronic file on shared drive.

3. To summarize the findings, the Advisor will prepare the PFO by going to the shared drive go to the CLIENT DOCS folder and open up the PFO Template.

4. Immediately save this to the Client Folder in the shared drive – before you make any edits.  

5. Begin to complete each relevant section of the PFO for the new client.

6. All work to be completed by the Advisor at least 3 days before the 3rd Appointment to ensure the Client Service Manager has enough time to assemble the PFO contents and give it back to Advisor for review 2 days prior to the meeting.

7. Client Service Manager will assemble the PFO binder as follows:

a. Get binder & tab set from top shelf of supply closet.

i. If there are fewer than [4] binders left, order 10 more by contact [name] at [firm] with account number [12345].

b. Insert the completed PFO document in the appropriate tab.

c. Insert the IPS in the appropriate tab.

d. Insert remaining deliverables in the appropriate tab.

8. Provide the completed PFO binder to the Advisor 2 days prior to the 3rd Appointment (once the appointment has been confirmed).

9. The Client Service Manager will ensure all related PFO materials are copied and stored in the Client Folder on the shared drive.


Scripting: 

N/A
Resources: Use the resources found in the team shared drive in the “New Client Onboarding” folder, sub-folder “PFO”.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.10
The 3rd Appt. Confirmation Call 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

After a 3rd Appointment has been Booked with a Client
Process:

1. Call the prospective client 2 days before the 3rd Appointment. 

a. Refer to the 3rd Appointment Confirm Call Script. 

2. Results of confirming the appointment: 

a. If the appointment is confirmed, proceed with this process.

b. Otherwise, rebook the appointment accordingly.

3. Ensure that any changes to the appointment are reflected on the team calendar.

4. Notify the team regarding any information or rescheduling affecting this meeting.


Scripting: 

3rd Appointment Confirmation Call Script
Resources: 

All items used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “The 3rd Appointment”.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.11
The 3rd Appointment

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager/Advisor

Frequency: 

As required

Process:

1. Client Service Manager will customize the 3rd Appointment Agenda with client name, date and time and print out on letter head. 

a. Print one copy for each meeting participant 

2. They will then assemble the rest of the 3rd Appointment resources in a folder:

a. Copy of information gathered from 1st and 2nd Appointments

b. PFO Binder [client deliverable for Implementation]

c. New Account Documents and Transfer Forms required 

3. Client Service Manager provides the Advisor with the 3rd Appointment folder two days prior to the meeting, including a copy of the Client Profile.  

4. The Advisor will review and organize the 3rd Appointment materials.

a. Review the 3rd Appointment Script and the PFO Binder. 

5. Advisor conducts the 3rd Appointment.

a. Advisor provides all signed documents to the Client Service Manager for processing.  Client Service Manager set reminder to initiate the New Client Welcome.

b. If papers are not signed the Advisor will set the 4th appointment and remind the Client Service Manager to set a trigger to make the confirmation call.

6. If additional work is required to handle other areas and get things under way, set up subsequent follow up meetings and other related activity follow up.

7. The Client Service Manager will ensure all related 3rd Appointment materials are copied and stored in the Client Folder on the shared drive.


Scripting:  
3rd Appointment Script
Resources: 
All items used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “The 3rd Appointment”. 

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.12
The 4th Appt. Confirmation Call 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

After a 3rd Appointment has been Booked with a Client
Process:

1. Call the prospective client 2 days before the 4th Appointment. 

a. Refer to the 4th Appointment Confirm Call Script. 

2. Results of confirming the appointment: 

a. If the appointment is confirmed, proceed with this process.

b. Otherwise, rebook the appointment accordingly.

3. Ensure that any changes to the appointment are reflected on the team calendar.

4. Notify the team regarding any information or rescheduling affecting this meeting.


Scripting: 

4th Appointment Confirmation Call Script
Resources: 

All items used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “The 4th Appointment”.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.13
The 4th Appointment

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager/Advisor

Frequency: 

Only if required

Process:  
1. Customize the 4th Appointment Agenda with client name, date and time and print out on letter head. 

a. Print one copy for each meeting participant 

2. They will then provide all 4th Appointment resources in a folder:

a. Copy of information gathered from 1st, 2nd and 3rd Appointments

b. PFO Binder [client deliverable for Implementation]

c. New Account Documents and Transfer Forms required 

3. Client Service Manager provides the Advisor with the 4th Appointment folder two days prior to the meeting.  

4. The Advisor will review and organize the 4th Appointment materials.

5. Advisor conducts the 4th Appointment.

a. Advisor provides all signed documents to the Client Service Manager for processing.  Client Service Manager set reminder to initiate the New Client Welcome.

6. If additional work is required to handle other areas and get things under way, set up subsequent follow up meetings and other related activity follow up.

7. The Client Service Manager will ensure all related 4th Appointment materials are copied and stored in the Client Folder on the shared drive.


Scripting:  

4th Appointment Confirmation Call Script
Resources: 
All items used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “The 4th Appointment”. 


( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.14
New Client Welcome

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

When a new client signs documents to open accounts and transfer in 

Process:

1. Day of becoming a client complete Welcome Admin Process.
2. Week 1 send the personalized Welcome Card.

3. Week 2 send the Welcome Letter.

4. Week 3 send the Welcome Gift.

5. Week 4-8 call the new client to review first statement shortly after received by client. 
Scripting: 

Referenced specifically in each of the individual process to follow.

Resources: 

Referenced specifically in each of the individual process to follow.

( If your CRM has a feature to build processes, create and automate this defined process and call it the “New Client Welcome”.  Initiate it as soon as they have completed the 3rd Appointment & Implementation.  If you don’t have the ability to build this process, proceed with the manual set up.

( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.14
New Client Welcome Process

11.141
Welcome Admin Process

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

One Week After the 3rd Appointment & Implementation 

Process:

1. The day the new client implements and signs all paperwork to proceed, update the information on the CRM including:

a. Client Classification

b. Client Profile information (Family, Recreation, Interests, etc.)

c. Other Client Information

d. Initiate Service Matrix Deliverables

e. Launch the “Welcome Process”

2. Set up the Client File on the shared team drive in the Master Client File Folder.

3. Set up the sub-folders accordingly.

4. Set up the Physical Client File and place in correct file cabinet based on client classification and last name alphabetized.

Script:


N/A

Resources: 

All items used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Client Welcome Process”. 

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.14
New Client Welcome Process

11.142
Welcome Card

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

One Week After the 3rd Appointment & Implementation 

Process:

1. One week after the client’s 3rd Appointment provide the Advisor with a Welcome Aboard Card.

a. Use Lavish cards.

2. The Advisor completes Welcome Card.

a. Use Welcome Card Sample.

3. After the card is complete, the Advisor returns it.

a. Follow up at the end of the day if it has not yet been returned to you.

4. Prepare to mail the card as follows:

a. Handwrite the address

b. Use a postage stamp (do not use postage meter)

5. The card is placed into the envelope with closed edge facing the top of the envelope.

6. The envelope is placed in regular mail pickup.

7. Make a note on the CRM that the Welcome Card has been sent to the client.

Script:


N/A
Resources: 

All templates used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Client Welcome Process”. 

Cards and postage stamps are found in the Team Branding Cabinet, located next to the Client Service Manager’s desk, in the top drawer.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.14
New Client Welcome Process

11.143
Welcome Letter

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Two Weeks After the 3rd Appointment & Implementation 

Process:

1. Two weeks after they become a new client send the Welcome Letter.

2. Use the Welcome Letter template and customize the following:

a. Client Name

b. Client Address

c. Date of Sending

3. Print the Welcome Letter on letterhead.

4. Review to make sure it is accurate and looks correct.

5. Bring the letter to the Advisor for signature.

6. Use a client address label for the front of the envelope in the “To” location.

7. Fold the letter into thirds with text facing inside.

8. Place the letter into the envelope.

9. Prepare the envelope for mail delivery:
a. Run the letter through the postage-meter using correct postage.

10. Place in the “Mail Out” location.

Script:


N/A
Resources: 

All templates used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Client Welcome Process”. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.14
New Client Welcome Process

11.144
Welcome Gift

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Three Weeks After the 3rd Appointment & Implementation 

Process:

1. Three weeks after they become a new client send the Welcome Gift.

2. Retrieve one Welcome Gift for sending to the new client.
a. If there are fewer than five gifts left, initiate the process to order 10 more.

b. Inspect the Welcome Gift to make sure it is in great condition for sending.

3. Have the Welcome Gift Note Tag signed by everyone on the team.

a. If there are fewer than five gift tags left, initiate the process to order 10 more.

4. Package the gift and note in the special Welcome Gift envelopes, located in the same drawer.
5. Handwrite the client’s address neatly on the front & center of the envelope.
6. Courier the Welcome Gift to the new client using 1 to 5-day delivery depending on where the client resides.

a. 1 to 2-day delivery for local prospects.

b. 3 to 5-day delivery to those at a great distance.

c. Refer to Section in this manual on Couriering – Outbound if required.

7. Inform the rest of the team the Welcome Gift has gone out at the next Weekly Team Meeting.

Script:


N/A
Resources: 

All templates used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Client Welcome Process”. 

Welcome Gifts, Welcome Note Tags and Welcome Package/Envelopes are found in the Team Branding Cabinet, located next to the Client Service Manager’s desk, in the bottom drawer.

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.14
New Client Welcome Process

11.145
The 1st Statement & Care Call

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Upon the new client’s receipt of their 1st Statement 

Process:

1. Four to eight weeks after they become a new client (as soon as they receive their first statement) make the 1st Statement and Care Call.
2. Review the Client Profile information so you can personalize this call to the client.

3. Call the client at their preferred contact number.
4. If the client answers, use the First Statement & Care Call to direct the flow of the call.

a. Assist the new client with any questions they have.

b. This call is usually about 10-15 minutes in length.

5. Manage follow up activities from this call:

a. Trigger follow up for yourself accordingly in regards to their service requests.

b. Communicate to Advisor with any issues that need to managed by them.

6. If the machine picks up, leave a message using the First Statement & Care Call Message Script.
Script:

First Statement & Care Call and/or First Statement & Care Call Message 
Resources: 

All scripts used in this process are found on the shared drive in “New Client Onboarding” folder, in the sub-folder called “Client Welcome Process”. 

Client Profiles are found on the shared drive in “CLIENT MASTER” folder, in the sub-folder with the Clients Last Name OR on the “Client Profile” tab of the CRM. 

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

11.0 
New Client Onboarding
11.14
New Client Welcome Process

11.15   
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

12.0 
Client Advisory Board
12.1   
Planning the Client Advisory Board
Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Annual or Semi-Annual

Process:

1. As part of the end of year planning, the Advisor will confirm the Client Advisory Council (date and location) for the coming year.

2. The Client Service Manager and the Advisor will assess if a venue needs to be booked in advance – and do so as and when required.

3. Six weeks prior to the Client Advisory Council, the Client Service Manager is to confirm the event details with Advisor (this includes date/time/place) and any third-parties necessary to host the Client Advisory Council (i.e. venue).    

4. Five weeks prior to the Client Advisory Council, the Client Service Manager is to order event supplies, including items used to anchor or follow the event (i.e. card).

5. Four weeks prior to the Client Advisory Council, the Client Service Manager is to prepare the invitation.  Use the Client Advisory Council Invitation Template.

6. Four weeks prior to client appreciation event, the Client Service Manager will confirm with the Advisor who is invited and mail out invitations accordingly:

a. Hand-write the envelope 

b. Use a postage stamp (do not use a postage meter)

7. Two weeks prior to Client Advisory Council, the Client Service Manager will confirm with the Advisor the number of attendees expected and arrange for catering (if required).

8. One week before the Client Advisory Council the Client Service Manager will make confirmation calls using the Client Advisory Council Confirmation Call Script.  

9. One week before the Client Advisory Council the Client Service Manager will ensure all event materials are ready including the Client Advisory Council Agenda. 

Scripting: 

Client Advisory Council Confirmation Call Script
Resources: 
Client Advisory Council resources are found in the team shared drive in the “Client Advisory Board”. 
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.
12.0 
Client Advisory Board
12.2   
Send Thank You Cards

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Annual or Semi-Annually 
(as per frequency of the Client Advisory Council)

Process:

1. The day after the Client Advisory Council, select an appropriate number of cards to match the number of attendees.

a. Use Lavish cards.

2. Provide the cards to the Advisor, along with a copy of the Client Advisory Council Thank You Card Template.

3. The Advisor will complete and sign all of the Thank You Cards.

a. Follow up with the Advisor if you don’t have them back after 2 days.

4. The card is placed into the envelope with closed edge facing the top of the envelope.

5. Prepare the cards for mailing:   

a. Handwrite the address 

b. Use a postage stamp (not the postage meter)

6. Mail them using regular postal delivery.


Scripting: 

N/A
Resources: 
Client Advisory Council resources are found in the team shared drive in the “Client Advisory Board”. 
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

12.0 
Client Advisory Board
12.3   
Send Follow-Up Letter

Date: 


[Enter Date Created or Edited]


Person Responsible: 
Client Service Manager

Frequency: 

Annual or Semi-Annually 
(as per frequency of the Client Advisory Council)

Process:

1. The day after the Client Advisory Council have a debrief session with the Advisor.

2. The Advisor will use this meeting to begin compiling the follow up letter.

a. Use the Client Advisory Council Follow-Up Letter.

3. One week after the Client Advisory Council, follow up with the Advisor to ensure the letter will be ready for delivery in one week.

4. Two weeks after the Client Advisory Council, retrieve the final version of the letter from the Advisor and prepare them for mailing:   

a. Handwrite the address 

b. Use a postage stamp (not the postage meter)

5. Drop them in the mail for standard delivery.


Scripting: 

N/A
Resources: 
Client Advisory Council resources are found in the team shared drive in the “Client Advisory Board”. 
( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

12.0 
Client Advisory Board
12.4   
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

13.0 
Account Administration
13.1
          Opening New Accounts 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.2   
Transfer-In Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.3   
Transfer-Out Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.4   
Application Follow Up 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.5   
KYC Updates 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.6   
Setting up a PAC-SIP 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.7   
Setting up a SWP 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.8   
Electronic Funds Transfer (EFT) 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.9   
Issuing Cheques 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.10
Minimum Distributions 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.11
Transaction Reports 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.12
Address Change 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.13
Death of a Client 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

13.0 
Account Administration
13.14
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section

Section 4

New Section
14.0 
New Section
14.1   
Other Process 

Date: 


[Enter Date Created or Edited]


Person Responsible: 
[Title of Person Responsible]
Frequency:  

[Indicate when this Task is Initiated]
Process:

1. Begin to 

2. Document your

3. Process here.

Scripting: 

[If Applicable]
Resources:

Include reference to any letters, forms, documents, items in shared drives, links, websites, software programs, manuals and/or individuals or departments required to complete this task.   

( Use your CRM to fully automate as much of this process as possible.
( Use live links for instant access to intranet/internet sources for online manuals and procedures.

Copy & Paste this Page

if you have Additional Processes 

to Create for this Section
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