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Objective of today’s call: 
1. What is a warm hand-over? 
2. Preparing for the follow-up call 
3. Scripting an entry line for a primed referral 
 
 
Warm Hand-Over  
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
Conferencing-In Technique  
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
Callback Technique  
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
Warm Hand-over Definition 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
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“Mr. Cain, I’d like to introduce you to my manager Sharon. (by name) Sharon can help 
you establish and re-examine your financial goals as they pertain to retirement. (method 
used to work with clients/members) Many of my clients/members have found Sharon’s 
knowledge and expertise to be extremely beneficial to them. I would be happy to have 
Sharon call you this afternoon.” (benefit provided) 
 
Create a Warm Hand-over Script that you would like to use with one of your referral 
sources.  

• Focus the script on checking convenience services.  

• Create the script. 

• You can refer to the Case Study if you need more information. 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
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Gather the Data 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
 
Analyze the Data 
 
Examine the four categories of financial needs for any unmet needs. 
 
Credit 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
Deposit and Investment  
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
Day-to-Day Banking  
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
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Other Financial Services  
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
Additional Clues 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
Wave the Magic Wand…What do you want to accomplish during the call? 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
 
Key Elements for Entry Lines 
 
1. Greet the client/member using _________________________________ 

 
2. Identify __________________________ with title, bank/credit union, and location 

and your connection to the referral source 
 

3. Reference the lead data and __________________________ accuracy 
 

4. Ask to discuss the lead, linking it to the client’s/member’s _____________________ 
goal and objectives 
 

5. Provide a ________________________ frame for the call 
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Good afternoon, Mr. Cain.  
 
This is Cindy Griffith with Cohen Brown Bank. I am the manager at the West Side office 
and a colleague of Vanessa Richards with whom you had a conversation this afternoon. 
 
Vanessa mentioned that the two of you discussed some ways that we might make your 
day-to-day banking more convenient. 
 
The purpose of today’s call is to verify the information that I have on file and gather 
other financial information so that I can make financial recommendations to allow you to 
not only save time on a daily basis but possibly make some additional money on your 
current deposits with Cohen Brown Bank and elsewhere.  
 
Would you have 10 to 15 minutes to talk now? 
 
 
Primed Referral Scripting Clinic 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
 
______________________________________________________________________ 
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Case Study 
 
What YOU know: 
 
Client/Member: Rex Cain – age 51, accountant with a well-known firm; 

annual income of $140,000 
 
Accounts with Bank/ Checking with average balance of $3,000 
Credit Union   Savings with average balance of $7,800 
 
Accounts Opened: Two years ago 
 
Delivery Methods: Branch and ATM withdrawals 
 
Personal Data: Children: Paul – age 29 and Emma – age 27 
 
Hobbies: Hiking, sailing, and reading 
 
Partial profile completed  
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