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Emaly Riojas State Farm Agency Retention

Retention Script / Overcoming Objections

If anyone calls to review or cancel their policies, look at their beneficiaries and ask about their needs by name. It
should sound like this:

“When you started this policy, you were making sure that if something happened to you that your family had this
coverage to make sure they could stay in your home, pay off the cars, take care of any debt, be able to take time
off to grieve your loss and even put away money so that they could continue living as normal as possible after
losing you. Have those needs changed? Is this coverage still enough to take care of those things?

We understand times are tough right now and you may be looking to save money somewhere but
losing/dropping peace of mind for yourself and your family is not the place to cut corners. Let’s look at our
options.”
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Remember, our options:
1- Increase/Decrease coverage.

2 - Change policy plan to increase/decrease term years insured or simply change the policy type from one to
another to find a better fit.

3 - See if there are any payment arrangements we can make on their original policy (i.e. separate and change due
date from current SFPP, on policies that qualify, see about using money from the account value or dividends
to skip a payment, or just make payment arrangements prior to cancellation and a new life app needed).

Remember the 3 F’s when starting or saving a customer:

Fit - Are the policy limits and type of policy the right fit for the customer and family?

Functionality - Does the policy function in the best way that the customer can be comfortable with?

Finance - Does this policy make the most financial sense for the customer and his family?

*This is also how you overcome the “I need to think about it” objection. When people say that, it’s usually one of 3

things: it’s not the right FIT, the FUNCTIONALITY of the policy does not work for you, or it doesn’t make
FINANCIAL sense. Which one best describes your concern?
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THE EMALY RIOJAS AGENCY REMARKABLE EXPERIENCE

WE VALUE YOUR FEEDBACK! When it comes to providing quality service, we don't pass the buck. Every associate is
responsible for delivering the best experience possible to our customers. Your satisfaction is

very important to us.
PLEASE LET US KNOW HOW WE ARE DOING BY COMPLETING THIS REMARKABLE EXPERIENCE REPORT CARD!

Name: Email:
ERSF Team Member Who Helped You Today:
SERVICE REPORT CARD
1. How did you discover Emaly Riojas State Farm Agency? __ Referred by Friend __ Internet __ Other
2. Would you like access to your policies online? __Yes __ No
3. Have you met our account managers? __ Yes __ No
4. Did we greet and help you in a friendly manner? __ Yes __ No
5. Did we present a professional image? __ Yes __ No
6. Did we thank you for your business? __ Yes __ No
7. Would you be willing to share your experience in a review? __ Yes __ No
8. Final Grade on Today's Overall Service w/ERSF: __ WOW! _A_B__C_D__E__F

[A = Superior | F = Inferior]
THE GREATEST COMPLIMENT YOU CAN GIVE US IS THE REFERRAL OF YOUR
FRIENDS AND FAMILY! AS A THANK YOU FOR YOUR FEEDBACK AND REFERRALS,
ERSF WILL GIVE YOU A GIFT TODAY!

Name Phone Relationship
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Privacy Notice: Your feedback helps us improve our service. Referral contact information will only be used to introduce ourselves and will not be shared with third parties.
We respect everyone's privacy. The gift is provided as a thank-you for completing this feedback form and sharing referrals, and is not contingent on leaving a
public review. By submitting this form, you consent to us contacting the individuals you've referred for the purpose of offering our insurance services.
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