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What We're Covering

Let’s Discuss...

» What does it mean to “wow” a customer?

» What does a “wow” enrollment season look like?

» 7 ways to work towards a “wow” experience year-round
» Isyour agency equipped?

» Questions

(JNABIP
T e ——

annual Convention 2023



What's “Wow"?
It Depends...




What's “Wow"? It Depends...

There arethree basic outcomes for customer experience:

e Goodserviceis whenthe experience meets expectations.
e Poorserviceiswhenthe experiencefalls short of expectations.

e Greatservice (Wow!) is when the experience exceeds expectations.

mer wh i i ifth

poor, or great. The big challenge isthatindividual customers have different
expectations. So, a “wow" for one customer might be no big deal for

another.

ToisterSolutions.com
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What's Always True: You Have to Understand
Your Customer

Gather and record client feedback:

» Regular surveys

» Scanning social media profiles (your agency's and
competitors!)

» Incorporate a client feedback link within emails or on
your website

* Keep all of this data in mass to analyze, AND keep it on
individual client profiles in your AMS to refer to

/—) ABIP' Annual Convention 2023

T B s 8 e



Recording Client Preferences/Feedback

£ PINNED NOTE o
Communication Preferences 6/6/23

Macie prefers LESS communication - she is
fine with just the regular policy and
renewal info. She wishes to not receive
newsletters, check-ins, etc.
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Recording Client Preferences/Feedback

£J PINNED NOTE +
Communication Preferences 6/6/23

Sarah prefers to receive ALL
communications, newsletter included.
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The “Wow"” Factor




FIRST: What's it look like during OE/AEP?

P Timely communicationleading up to renewal
season and/or timely follow-ups/prospecting for
new leads

4 Meaningful conversations and meetings

4 Great selection of products and services

4 Transparentcommunication throughout the
process

4 Follow-up “thank you” message or gift

R Timely feedback request a few weeks post-
renewal season
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What makes clients say “Wow!" ?

1. Be reliable and consistent, but still find ways to
surprisethem

Showcase your agency’'s mission and values
Always respond ASAP

Maintain regular communication

Express gratitude

Tout your expertise & experience

Personalize their experience

NouhkWwWwN
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1. Be Reliable & Consistent, But Surprise
Them Every Once in Awhile

» “The Art of Consistency” |
« Shows your clients are priority |
« Provides stability | :
« Decreases anxiety | '
« For YOU: improves self-control & mastery ) l ' |

» Consistency might look like:
« Regular communication
« Having agendas for each meeting w/
expectations
« Answering their emails or calls in the same
amount of time each time

ThriveGlobal.com
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1. Be Reliable & Consistent, But Surprise
Them Every Once in Awhile

> Surprise them!

« They're used to your monthly newsletters, but
change up the content with new delightful
messaging

« They're used to you answering emails within 24
hours; change it up and answer them within
minutes when you can!

« They're used to having your office’s coffee for
meetings; surprise them by asking what their
order is at the coffee shop and getting that next
time

Annual Convention 2023
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2. Live Out Your Agency’s Mission
and Values

Your agency’'s brand starts with YOU and the way
you live out your mission and values. Consumers
today expect to get a feel for WHY we do what we
do beyond making money.

Your agency’s mission & values should:
» Be felt through your communication (internally
& externally)
» Be seen on your client & marketing materials
where appropriate
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2. Live Out Your Agency’s Mission
and Values

Our mission is to provide powerful solutions by
making the convoluted, straightforward.

We want our technology to transform the
organizations that use it.

We solve problems for our customers

We give ourselves the autonomy to be awesome
We will be human

We are maniacal about success

HwnN =
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3. Respond Quickly No Matter What

Always respond ASAP, even if you're just

responding to say you got their message—you're
providing reassurance.

Tools that can help:

 Automated workflows
« AMS-tracked Activities
e Teams in an AMS
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4. Maintain Regular Communication

After one negative experience, 61% of people will switch

to a competitor-make it two, and that number jumps to

76%. Good customer service is characterized by clear, o
effective, and timely communication.

Main takeaway: Poor communication is a big contributor
to customer churn.

Tools that can help:
« Automated Workflows

« Reporting & Advanced Searches
« Email Campaigns

(ONABIP

gy e

Annual Convention 2023



4. Maintain Regular Communication

Opportunities to communicate:

» Clientonboarding

» Birthdays, anniversaries, other important dates

» Age-related products or services

» Renewal communication

» NPS (Net Promoter Score) or CSAT (Customer
Satisfaction Score)

» Cross-selling
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5. Express Gratitude

Studies have shown that feeling unappreciated is
a big contributor to clients leaving a company.

Express gratitude in your everyday
communications, but also find ways to sprinkle in
surprise “thank you” letters or gifts.

Opportun|t|es
Handwritten letters after becoming a client
and/or on anniversaries
« Annual branded “thank you” gifts/baskets
« When you receive a referral from them

BusinessWire.com
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So take out your pon and begin,..

F2 Weeks of
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6. Tout Your Expertise & Experience

Continue learning and sharing your expertise:

e C(Es areimportant but so are the extra educational
opportunities you take advantage of to level up above
the rest

e Don't be shy: humbly tout the expertise you have and
how you use it to give your clients the best experience

Doing so helps build trust and lets your clients know you're
actively seeking out opportunities to better yourself and
their experience.
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7. Personalize Their Experience

We have highly personalized experiences online today
thanks to algorithms. How can you create your own client
algorithm to serve them with a personalized experience?

» Opportunities:
« C(Client segments with different experience
strategies
« Video voicemails/emails - tailored to individuals
« Addressing them by name (in person and within
automated emails using variable data)
« C(lient loyalty & referral programs

(ONABIP
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IS Your Agency
Equipped?




Automated Workflows

Email sent to

chent
A A x
Email sent to Activity assigned
agent to Agent Rep

3

NEW LEAD .
FOLLOW-UP
AR, 2=

New lead added Email sent to Activity assigned
to AgencyBloc lead to Agent

annual Convention 2023

(JNABIP




Automated Workflows

@When This Trigger ...

Workflow Name *

Trigger Type *

Trigger when ... *

OThen Take Action ...

Subject Action

Welcome to ABC Agency Send An Email

annual Convention 2023
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New Client Welcome

Individual

an individual's status updates to...

Enrolled

Recipient

Individual

Timing From Trigger

1 Day(s) after

Mg Actdn

Show 25 ~ entries

& Action Status

Active
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Industry-Specific CRM

B Chris Thomas M ABCBank & Trust Regular Full-Time (Active) " =
rrdividual Detail Palicies Oppa Acthities Notes/Attachments Relationdhips Winrkflisws Emails
Associated Activities Creata brw | =
Search: [ Typs oo Mer [Subject, howws, Dates ] Show 25 v enirkes
Subject & Note Associatien Duse Date Priarity Seatus Follow-up User Follow-up Team Last Updated -
pervice insue () . Sury Smath
homas, Chir 1 ar -
09 33 notes o Ehis 5wt B 1ho 5 :Trs Ayl [T n Progress Sury Smith 10/5/22
Clailen (1) : :I =h R 8312022 il D in Progress - Sury Smith Caze Management Team ::";;.i?llh
" - roin ~ P Sury Smath
o Hire Add (1) B Thoenas, Chiris [ umsiur | Complete LS S
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Lifa caview (3 al of Omaha 23433344, . e 2122
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Showing 1 to4.of 4 entries

Annual Convention 2023

(ONABIP




We Learned...

» Each client's“wow” is different
» There are 7 ways to work towards “wow” with

your clients
» You will need industry-specifictools to help you

achieve all of these things

Audience question: When was a time you were
truly “wow”-ed by a company?

| Annual Convention 2023
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Questions?




Learn More About AgencyBloc

Steve Ogden

866-338-7075
steve.ogden@agencybloc.com

Follow AgencyBloc: ﬁ L 4 m

www.agencybloc.com/NABIP

;:' } NABIP| annual Convention 2023



	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27

