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Discovery Call  SCRIPTS



SAMPLE SCRIPT A

“<Bob>, thanks for sharing <your situation/questions> with me. I always appreciate calls like these, <Bob>. So many of our clients have similar questions and concerns, such as <insert the specifics they shared>, when they first call. I find there’s usually a reason today is the day someone picks up the phone and calls.  What is going on in your life right now that led you to reach out? 
Are there any pressing needs, concerns or life changes that I should know about or that you’d like to talk about?
We don’t need deep details now, but can you give me a quick snapshot of your finances so I understand your situation?  
That’s helpful, thanks. Would it be all right if I shared a bit about our firm and approach?" 

· If the prospect is a fit, continue on.  
· If the prospect is not a fit, explain who you do your best work with and how you can help. This may be a one-time meeting at your hourly rate to provide some basic guidance, or a referral to a better-suited adviser or to solutions like Vanguard.  This prospect has reached out to you for help based on your brand or a referral source. Your goal here is to help without compromising on your client profile, not to quickly dismiss anyone who isn’t a good fit.  Support them without serving them.

Note from Stephanie: Having established an initial fit based on asset criteria, you want to learn more to see if there is full alignment between you and the prospect so that you only take on clients with whom you do your best work.  This follows the basic flow of the conversation I’ve used and taught to thousands of advisers, but do modify to fit your brand, voice, services and approach. You can skip the process highlights to shorten the call, but I always like to share these, as doing so removes any uncertainty from the prospect’s mind about what to expect. 

Process and firm highlights could include messages such as these: 

· “We are a wealth-management firm that caters to <client profile>.  We’ve found we do our best work with clients like you. <Insert ideal client profile and branding message. For example, for owners of seven-figure tech firms, you could say: 'Owning a tech firm isn’t like owning a coffee shop. It has its own set of business and financial complexities. It tends to be highly demanding on the owner’s time, so they’re often looking to delegate to a trusted adviser. They don’t usually want to focus on finances but want to rely on a trusted adviser to help align their financial resources with their goals to maximize the value of their businesses and lives.'>”
· “Some firms approach planning by leading with products, investments or even the plan itself. We take a different approach. We believe financial planning is about more than facts and figures. We believe that it’s about aligning your financial resources with what matters most to you so that you can <retire with confidence>.”
· “We are a professional, fee-based firm. We are not paid on transactions, like your other professional advisers; we are paid for our advice.”
· “We take a team approach, actively collaborating with your other advisers to make sure all aspects of your financial life are coordinated.”
· “This first meeting takes an hour and is an opportunity for us to sit down, answer the big questions on your mind and get clarity about <the benefits/outcome>. We want to know how we can help you simplify and organize your financial life, plus design a plan that lets you sleep at night knowing we’re doing the working and worrying for you.”  
· “To make sure I understand your situation more fully before we meet, we’ll ask for a few documents to get some clarity on your financial picture.”
· “During this meeting, I’ll ask a lot of questions about why you're seeking financial advice now, and how we can align your financial resources with your life values and goals. You’ll also get to ask any questions on your mind. By the end of this first meeting, I’ll know a lot more about you and your situation, and you’ll know a lot more about me and whether I’m the right adviser for you. I’ll also have the information I need to draft your financial plan. Don’t panic; I won't be sending you a three-inch stack of papers. Instead, I'll write up a one-page plan that captures what matters most to you in finances and life, as well as what steps we can take to help you achieve that life. At this point, we’ll know enough about your situation to share our fees for working together. I find people usually like a range, so I will share that our average fees usually range from <insert range if you quote the fee, or share retainer fees here if that’s your model>.” 
· “I’ll share your personal one-page plan when we get together again a week or two after that first meeting. If I feel I can add value as your trusted adviser, and if you want me to, we’ll start preparing for our next meeting. From here, we will start to get deeper details about your financial life so that we can do the behind-the-scenes analysis and planning that support your one-page plan. Then, a week or two after that, we’ll get together again and present our deeper analysis and recommendations on planning, investment, insurance, et cetera.”
· “We’ll get together again a few more times (virtually or in person) over the first 90 days to continue implementation, go over your account paperwork, walk you through how to read your statements, make sure you’re comfortable using your online systems and answer any questions you have.”
· “Once we’ve completed your initial planning, we'll then meet with you regularly to review your situation, needs and goals to make sure that your plan continues to reflect the three things that we know continuously change over time: your life, laws and taxes.”
· "I’d be happy to sit down and talk with <you and Bob about your finances and help you create a plan to retire with confidence in the next five years.> Would you like to set up a time to get together?"

SAMPLE SCRIPT B

“This is Adam from Integrated Wealth. Is now still a good time for you?”

“Well, Dr. Smith, I'm grateful that we're sharing this conversation today. In my experience, most ODs don't wake up and think, 'Hmm, today's a great day to work on my financial plan and investment portfolio.' There's usually an underlying motive that causes ODs to reach out. So, may I ask...what's your 'big why?' What is it that's top of mind for you that caused you to schedule time for this conversation?" 

[Wait and listen; reflect and repeat client responses to build connection.]

“The focus of today is alignment of expectations. My goal has been to learn more about any important concerns you would like to have solved and also share our process and how we serve ODs just like you. Our goal is to provide you with information throughout this process so that you can make an educated decision about whether IPWM is the firm best suited to serve you well. I have a few other questions that will help you make this decision. Do you mind?”

[Follow "Learn More" Intake Form here or customize your own questions.]

“Just as ODs have a process to deliver the best patient experience, so do we when talking to a potential new client. We’ve carefully designed a process for helping you make an educated decision about whether I am the adviser best suited to your needs.”

“Most ODs have never had the type of client experience that we deliver here at IPWM. In order to demonstrate how we'd serve you; we want to show you exactly how we'd help you solve your most pressing questions. We do this by gathering details about your current situation and needs, and then providing you with a simple, easy-to-understand One-Page Financial Plan...and we provide this before you pay us one dollar in fees.”

“Before you pay us a dollar of fees or trust us with a penny of your hard-earned money, we want to show you exactly how we can help you achieve your financial goals.”

“Do you have any additional questions or concerns before letting me know if you’re ready to move forward?”


Scripts for seeding your key messages during this call: 
Take the time to confirm the prospect’s interest and seed your messages with key conversations that reinforce fit.

“After the first meeting, we’ll reconnect again in two to three weeks to review the plan we designed together to help you and Bob retire at 50 with enough money to enjoy your time without having to worry so much.”

“Most of our clients are just like you…”

“When we work together, you’ll call me any time these kinds of questions come up so that you don’t have to wonder…” 

If you determine the prospect is NOT a fit during this call, use these sample scripts: 
“While I’d love to work with you, your situation is outside of my specialty. I’d be happy to connect you with an adviser that is better suited to your needs.”
 
“I’m glad you called. I can see where planning can really help you. I’ve developed a specialty working with optometrists, and while I could help you, in all honesty, I wouldn’t be the best adviser to serve your needs. I’d be happy to introduce you to an adviser who is a better fit.”

“I’m glad you called. Over the years, I’ve developed a specialty working with people with complex wealth-management needs. I would love to help you, but the work we do is far more than you need. I wouldn’t feel right about charging you our fees, and sooner or later, you wouldn’t feel right about paying them. Susan, I can best help you and Bob by referring you to another adviser. Just like you wouldn’t go to a heart surgeon for the flu, you should find an adviser who is perfectly suited to meet you and Bob where you are in life.”


ADDRESSING COMMON OBJECTIONS

How does the firm charge fees? What are your fees? 
“Our fees are based on your situation and goals, the scope and complexity of your needs, and the value that we'll bring. Our fees typically range from $7,500 to $20,000+ depending on your situation. 

But before we can quote you a fee, we first have to take the time to listen and truly understand your situation. I should share with you that our firm is a bit different. We don't lead with investments; we lead with you. We're not here to promise performance or to deliver thick financial plans loaded with projections, though we have some smart people who are very good at delivering both.  

It's somewhat old-fashioned, but we believe in beginning with the end in mind. We start with you and your goals so that we can handcraft a plan that reflects you, your family, <your business> and the life you want to live. 

Of course, our work is predicated on investment and planning expertise, but our real value is in our advice, not just information or investments. Our clients want a trusted partner with a thoughtful plan, someone who can help them make it happen every step of the way.”

[See Setting, Sharing & Stepping Up Fees for additional examples of fee-related scripts.]

Do I have to make a minimum commitment? 
[bookmark: _Hlk38096716]“We take on a limited number of clients to ensure we can provide the highest quality service to you, and we do typically have a minimum of <insert minimum here>. However, we do our best work with clients who are <within five years of retirement>, have a compelling personal motivation to do planning, and who see the value of our approach. To do our very best work, we will review your entire financial situation, not just your assets, to determine if we’re the best firm for you. Based on our conversation today, I believe you’d be a great fit and would be happy to explain next steps to move forward if you’re ready.”

I’d like to do something you don’t do.
Often clients will ask if you can make an exception and do something you simply don’t normally do. This may include things like negotiating fees, doing planning but not investments or splitting asset management. The below script is a good starting point to firmly but tactfully say, “It’s simply not something we do.”

“I'm am thrilled that you are interested in moving forward with us, but my first job as an adviser is to be willing to have candid conversations that will help keep you on track to reach your goals.  
As I understand it, your intent is to <split the assets between your current adviser and our firm>. While some firms will do this, it doesn’t enable us to do our best work with clients. In my <XX> years of experience, clients have the best result when they have a partner who can <help manage their entire financial life, not just a part of it>.
So to be frank, I would love to work with you, but I insist on only doing my best work. If you’re comfortable moving forward, I’d be happy to work with you. If not, I understand if you wish to stay with your current adviser or find an adviser who is open to your suggested proposal.”
[See Finding Your Fee Model lesson for additional examples of fee-related scripts; see Learn More Intake Form for Limitless Sample.]
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