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“DISCIPLINE TAKES NO VACATION"

The Eight Things

Not competitive in my area

Too many agents

Bad contract

Claims issues

Our service department's hold times are too long
Internet leads don't work

No good employees in my area

My clients don't have money

The Five Pillars

Systems
Capacity
Training
Marketing
Culture

State Farm has not reviewed or approved this material and neither supports or endorses the material presented. Additionally, State Farm makes no warranty regarding the accuracy or usability of the information contained in this presentation.
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Do's of Auto Quoting Dont's of Auto Quoting

Review personal information with customer to confirm accuracy Ghost quote

Read disclosures prior to running consumer reports Add drivers that aren't part of the household
Connect with the customer Add discounts the customer isn't eligible to receive
Follow a systematic process Manipulate information or data

Hold team accountable to daily expectations Present one line only

Present a minimum of three lines Get beat by the same objection twice

Present on the first call Prioritize quote system over the conversation

The Five Step Customer Conversation

Step 1: The Sales Matrix

Step 2: Fact Finding

Step 3: Coverage Explanation
Step 4: Presentation

Step 5: Closing

State Farm has not reviewed or approved this material and neither supports or endorses the material presented. Additionally, State Farm makes no warranty regarding the accuracy or usability of the information contained in this presentation.
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Equipment List

Laptops

Desktops

Scanners

Printer

Fax

Monitors

VIVO Dual LCD LED 13 to 27 inch Monitor Desk Mount Stand

Communications
Speed dials Speed Dials Groups for Skype/MSTeams
Skype ILR 1-855-259-8568 Customer Care Team
Hard phones Tech Support 1-877-889-2294 Account Representatives
Soft phones SFPP 1-888-311-7377 Entire Team
Voicemail Personal Lines 1-844-275-7522
Business Lines 1-855=275-2572
Health 1-866-734-4584
Life 1-877-543-3619
Investments 1-833-593-7109
Outlook
Team Folders Shared Folders | Email Rules Office Calendar
Delegate Access Customer Care Appointments*
*Agent and Team Leaders gain ownerships of all Customer Email Marketing Schedule**
team member inboxes. Claims
Auto SFPP
Fire Auto Underwriting
Life Fire Underwriting
Health G4521
Technology Sales Team
Business State to State
Internet Leads
Life | Health
Flood

Support

Chat
Answers
AFS

State Farm has not reviewed or approved this material and neither supports or endorses the material presented. Additionally, State Farm makes no warranty regarding the accuracy or usability of the information contained in this presentation.
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Team Structure

Agent

Agent Customer Care Duties
Claims
Retention
Sales Duties

Simple Conversations
i Office Duties
1 J L | Team Meetings
[ | 1 Reports
Account Account Account Supplies

Representative lll Representative Representative i} Marketing Material
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“DISCIPLINE TAKES NO VACATION"

Marketing Duties
Apartments
Mortgage Brokers
Realtors

Microsite and Google
Self-Prospects
Referrals

Social Media Content
Administrative

Bills and Accounting

Equipment Maintenance HR
Janitorial Payroll
Hybrids
Hybrid One Hybrid Two
Claims Claims
Retention General Service

Customer Care Folder Self-Prospects

SF Connect Referrals

BOD GlOs and Reinstatements**
General Service After-Hours Quotes**
Self-Prospects Call-Ins**

Referrals Walk-Ins**

State-to-State**

In-Book Marketing Lists**
Direct Connects**
Internet Leads**

Account Representatives

Account Rep One
Simple Conversations
GlOs and Reinstatements
After-Hours Quotes
Call-Ins

Walk-Ins

State-to-State

In-Book Marketing Lists
Self-Prospects
Referrals

Direct Connects***
Internet Leads***

Account Rep Two_
Self-Prospects
Referrals

Direct Connects
Internet Leads

Summary

Customer Care Duties Sales Duties Office Duties
Claims Simple Conversations Team Meetings
Retention GlOs and Reinstatements Reports
Customer Care Folder After-Hours Quotes Supplies

SF Connect Call-Ins
BOD Walk-Ins
General Service State-to-State Janitorial

In-Book Marketing Lists Opening the Office

Self-Prospects Mail

Referrals

Direct Connects

Internet Leads

Marketing Materials
Equipment Maintenance

The Four Phases of Employment

Excitement
Confusion
Doubt
Clarity
A
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“DISCIPLINE TAKES NO VACATION"

Account Rep Three
Self-Prospects
Referrals

Direct Connects
Internet Leads

Marketing Duties Administrative

In-Book Marketing Lists Payroll
Apartments Bills
Mortgage Brokers Accounting
Realtors HR

Microsite and Google
Self-Prospects
Referrals

Social Media Content

TROPHYCLUBCONSULTING.COM

State Farm has not reviewed or approved this material and neither supports or endorses the material presented. Additionally, State Farm makes no warranty regarding the accuracy or usability of the information contained in this presentation.
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Customer Care Document

SFConnect Usage: Copy text template to use for SFConnect and paste into Task or Log in ECRM-this will prevent having to check
SFConnect for prior correspondence, archive texts

Email Usage: Follow same procedure-Use texting templates for email content

Note: New Business Documents and Cancellations within 12 months of business written goes back to TM that wrote business (add to
weekly spreadsheet)

Activities
Task | Descripsion
Rewiew for daims BOD
Call customer, Email cisim ternplate
Repen 1o the taam
Complete c 23 requested
Ciopry and paste ings ECRM with schions taken or needed
Teot #1, schedula 4R i applcabls

ECRM Cases

. Intesmaed Chsnge Riequests fior Fire

Complete changes as requasted
inlbril Chingé Rupass for ke Cagy a0l pasts int ECRM with 51218 184EN of HEEdS
Tacd #1, schardula 4R if applicabls
f HH has duplicate sddress, text 810 b verify comest sddreas
Camplete renters re-write
Complete sddress changa in NECHO on all sooounts &5 neaded
et €3
Schedds Semple Conversation
[Run ERC toal
Siuben® rgenarks gnd giigch ERC wig MECHD
Tedel
Submit requested info vin NECHD
Tieod 84

.Mhncfunqu

Home Sunveys. (updsted ERC)

Homa Renewals (Repasrs Needed)

Cornericial Audit Lither

Morigages Cancellation HoSce'lorigage
Payolf

All Canceliations

Scheduls Smple Conversabon

H rew business. Assign in TM that wrote:

W renewal. text #3. Call. Emsil

4821°5 pra laser in this documant but not all the ssme details

Reseanch snd compile reasend and how many wene sctuslly carsalled v saved

Fapon 1o Agant in wisidy meatng

Contact chent to find cut why they are waniing to fmnséer

Try te schadule sppointiment bo review policessitustions.

Emphaszs that wa want 10 continug i work with them and try to miske the situstion right (if

appicable)

= Wnew update entine Households contact information, account nobe snd schedule an
Appsrimaed

452Ts *  Rapor to Hunber in waeidy mesting

Activities
Task Descripfion
““IF NEW BUSINESS, ASSIGN TO TM THAT WROTE™
™F CHANGE, AS5IGN TO TM THAT MADE CHANGE™
Tt 88
Use SFPP hyperink to send Emad
If o tisdting preference. Call
‘Word Track: "1 wanted io let you know thad the monkhly suthorization

I EEE]

Documents Needed—Recuring Merthly Autharization Foem

Homa Algrt-Teot #18. Documant

A Back if needad
Taod #2 to schedube an sppoingment to if necessany

Copy task into Azcount Mobs in ECRM. 58t Alart (4R premium ncreass’)

.
ECRM
oy — T et
Fien : . mjection Form-Teod #17, Document ECRM
Nmnmm;"ﬂlpcﬁmFmE:whmn «  Expired Livense Text #15, Documert ECRM
Mg Reguest, & Subend update
Assigned Driver Roguest & Teod #14 if info needed
= Suberd update
*  Research why decount wes remeved
- *  Dogumant in ECRM
Home: Auto Discount Removed o Add backif needed
*  Ted 82 t0 sehachds a0 apeoirement i necassary
&  Research why discount wes removed
MLD Removed »  Dooument in ECRM
.
-

Fremium Increase of $10imensh +

Aasgn
Hyberid 2 will Call Day 1. HA LM, Send Text 20
Dy 2, Coll, # BALAL snd Compiese

Word Track: 00000 Biidde contact us about mmilble dScourts on
VOUF INBUTANCE 8 Thae you for shansg r

-
& TedsZ

Hegathee Star Lével Change »  Copy task into Account Mobe in ECRM. 3ed Aler (4R premium incresse”)
»  Tedsz

Ceorease of $10manth « " to Hybrid 2

Standard bo Mutual Offer "
-
-

Parsestency Slsmmn (Lia) Labe Paymant Offar (Lite) Policy »  Pargistency Alwmn: pend to 3 days prior o lapse notification

HotiScation . nofifcaticr: CallText #7/Emad
=NOT POLICIES ON SFPP* »  Dopument ECRM
Lifie Rainglatemant App Nedded *  Assign to Account Rep 1
GIo o AEGN 1o Acisunt Rep 1
Goed Student Recartbraton . Teds

folders-New Business = Copy and pasbe notice inbo ECRM task

*  Assign to appeopriste TM
Copy B Pasbs nobios ints ECRM task

OSOEZ foidens-Sdsting Businass Campany CancallasonsNon-ranawsls — B55gN 10 Hybnd 1

Rieport in wealdy team masting
"HSFH’NMMMMH{MMMWM
["umumﬂnw-ullm

First day: Pend out 3 days prior bo cancellation
= 3duys price to canceliation: Check to see if pavment has been made

HECHO, ECRM)
o Tedsd
Lale Payment » | na testing preference. Call, leave messsge i no snswer. Emad Then
pand cud 1 day price b0 App diste.
“Fire: policy app date-30 days afier cancellaton™
“E:;maﬂ::ympm—wms”m *  Word frack if you get tham on the phone: "W recenved 8 notics fhat

Staba Faren hasn't receved your premium yed 50w wane resching out fo
help you take care of that todmy

= Word track if no angvwes munmmhm please call
ol CEGSE 85 300 B3 POASTNE rEganding your MBuRanGE A

1 day prior bo App date: Check to see if payment has been mads

-
- »  Same process
Margagee Viarming * Mk Corglate
Life Late Pay Offer- Spanish Spealdng Customer & Assign to Hybed 2
s Tad=d
Bank inde/Crocit Card info needed = .
® Mk Compliete (Wl work 88 late pay prosss ian notice
Fire Waming Fast Due Edls e when cancellston
Comparry CancelisSions/Mor-renewsls = Assignbo Hybed 1 )
»  Repod in weakly team mseting
Returned Mail s Ted#d
L s Call if no tesding preference:
* Tedwlt
BLUB anewal quastcnngl *  Callif no teting prefanence
EUER e . mmmwhmmmummm_u
8 wmwmmwmwm
Vehicie Status Updste & Tedm2
a  Dooument in ECRM
Esmied Premium Hotioe o Maik Complete
GAR2 1 Customer Initisted Assignmants & Assign to Hybad 1
s Faport in woekdy tesm weakly
ERS Tow notification  Mak
E-signature Mesded *  Assign to sales parsen that wicle
E-signature Cornplated & Mark Complite

A&
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State Farm has not reviewed or approved this material and neither supports or endorses the material presented. Additionally, State Farm makes no warranty regarding the accuracy or usability of the information contained in this presentation.



Poboies Issusd Higher

Audd Fremivm Adustrents

Underwriting Caution Memas

Open Senice Tasks—afer-hours

Marketing Lists
Opan Sales Tasks—ARer-hours
Email Address Meaded

BOD Folicies lssued and hMaied

Dweling Under Construction
Financial Serdees

* .. e

-

-

CREEE I

e e e e

Asgign o writing TM or TM that mada changes

Email Acoount Rep 1

Text i

Schedule Sirmple Comversation

Docwment ECRM

Text #12

lf;gtim to sand letber from SF, choose option to send from regional
aoffica

If s beting preference. Call

Word Trask: “Our undenwniting deparmment resched out and needs o
wesify your relstion to . who was the driver in the claim on
0805118, and if they need to be listed as 5 reguiar driver on your policy ™
H HOT & household member. send through a MECHO change explaining
the parson's refation fo the insured and that they are not in the HH, it was
2 ene-tima thing

Documnent ECRM with alert on account page "See caution mema”)
Servee Related (COC requests, Internel hange requestis/quates,
customer needing call back, ste.)

Mark Complete

Text #12 if information needed

CpllErngil

Asign to Acoourt Rep 1

Aszagn o Accourt Rep 1

Text #18

Docwmant ECRM

Assign to TM that wrole original policy

H rengwal, Mark Complete

Assian to Th that wiete anginal policy
Complete changes as reguested by customers
Agzist Agent with case complefion

7 WA\

TROPHY CLUB
CONSULTING LLC

“DISCIPLINE TAKES NO VACATION"

State Farm has not reviewed or approved this material and neither supports or endorses the material presented. Additionally, State Farm makes no warranty regarding the accuracy or usability of the information contained in this presentation.
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In-Book Marketing

Premium by Household
Auto No Fire

Fire No Auto

BOD Premium Decreases
250/500/100 No PLUP

Term Life

Permanent Life

Home Without a Mortgage
Renters No Life Age 50+
Med Supp Age 65

Life Only Customers
Renters with 1K Deductibles
Key ages customers (59,62,65,70,72)

Additional Marketing

Apartments
Realtors
Mortgage Brokers
Microsite/Google
Self- Prospects
Referrals

Direct Connects
Internet Leads
Social Media

Four Part Marketing Program

Branding

Passive

Direct

Community Events

State Farm has not reviewed or approved this material and neither supports or endorses the material presented. Additionally, State Farm makes no warranty regarding the accuracy or usability of the information contained in this presentation.



ZA

TROPHY CLUB CONSULTING C NG

oy “DISCIPLINE TAKES NO VACATION™
Culture and Accountability

Call Reports
Production Manager
Outlook Calendar
ECRM

Team Meetings
Promotions

Chairman’s Circle

Total Scorecard Points 360
Auto Points 175
Fire Points 100

Financial Services Points 85

Production Requirements Monthly Breakdown
Office One Office One
Auto PIF 1500 Raw New Auto 27
Fire PIF 1000 Raw New Fire 23
Auto Production 315 Financial Services Production $915
Fire Production 270 Quotes 85
Financial Services Premium $71,214 Outbound Calls 1000
Appointments iz
Office Two Office Two
Auto PIF 2000 Raw New Auto 34
Fire PIF 1250 Raw New Fire 2
Auto Production 400 Financial Services Production $915
Fire Production 250 Quotes n7
Financial Services Premium $7,214 Outbound Calls 1376
Appointments 33
Office Three Office Three
Auto PIF 2500 Raw New Auto 40
Fire PIF 1500 Raw New Fire 25
Auto Production 475 Financial Services Production $915
Fire Production 300 Quotes 133
Financial Services Premium $7,214 Outbound Calls 1568
Appointments 33
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