
Administrative Assistant – Operations Manual

Purpose:

1. To provide consultant with a structured work atmosphere that functions smoothly.

2. To keep consultant’s day filled with appointments that are productive and beneficial to the team. 

3. To assist consultant in maintaining focus on the schedule to prevent overlapping of meetings and events.

4. To provide the answer to consultant’s who, what, where and when questions concerning appointments, travel, and team issues before they are asked.

5. _________________________________________________________________________________________________________________________________________
6. _________________________________________________________________________________________________________________________________________
7. _________________________________________________________________________________________________________________________________________

8. _________________________________________________________________________________________________________________________________________

Administrative Assistant – Operations Manual

Product:

1. A highly productive, trouble free, happy consultant.

2. __________________________________________________________________________________________________________________________________________

3. __________________________________________________________________________________________________________________________________________

4. __________________________________________________________________________________________________________________________________________

5. __________________________________________________________________________________________________________________________________________

6. __________________________________________________________________________________________________________________________________________

7. __________________________________________________________________________________________________________________________________________
8. Administrative Assistant – Operations Manual
Duties:

1. Wash dishes.

2. Clean office.

3. Prepare consultant’s office for the day.

4. Call and set appointments.

5. Call and confirm appointments for the next day.

6. Take care of consultant’s requests.

7. Greeting and serving clients.

8. Fax consultant’s schedules to his house.

9. File paper tiger.

10. Process mail.

11. Consultant’s Travel.

12. Arranging conference calls.

13. Scheduling quarterly planning meetings.

14. Scheduling vacation for all team members.

15. Updating client club lists.

16. Updating employee anniversary list.

17. Updating group phone list.

18. Faxing and tracking referrals.

19. Sending out wine glasses to clients for referrals.

20. _________________________________________________________________

21. _________________________________________________________________

22. _________________________________________________________________
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23. _________________________________________________________________

24. _________________________________________________________________

25. _________________________________________________________________

26. _________________________________________________________________

27. _________________________________________________________________

28. _________________________________________________________________

29. _________________________________________________________________

30. _________________________________________________________________

31. _________________________________________________________________

32. _________________________________________________________________

33. _________________________________________________________________

34. _________________________________________________________________

35. _________________________________________________________________

36. _________________________________________________________________

37. _________________________________________________________________

38. _________________________________________________________________

39. _________________________________________________________________

40. _________________________________________________________________

41. _________________________________________________________________

42. _________________________________________________________________

43. _________________________________________________________________

44. _________________________________________________________________

45. _________________________________________________________________
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Duty: Washing Dishes

1. Gather all dishes from conference room including water pitcher.

2. Fill sink with soap and water.

3. Wash each dish with dishcloth.

4. Rinse each dish with clean water.

5. Stack in drainer.

6. Wipe down all kitchen counters with dishcloth and wipe out microwave.

7. At the end of the day put all dishes in cabinet.
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Duty: Clean Office

1. Straighten all newspapers and items on all tables.

2. Fill candy dish.

3. Dust furniture.

4. Clean wipe board and check markers.

5. Straighten all pictures on the walls.
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Duty: Prepare consultant’s office for the day

1. All dishes and glasses are to be placed in the kitchen area.

2. Check all information in the top left drawer and make sure that all folders are full.

3. Fill water picture with ice and water.

4. Make sure there are enough glasses on the tray.

5. Print consultant’s schedule for the day and place it beside the stacking trays.

6. Empty all mail bins and distribute any documents to staff.

7. Put today’s appointment folders in bin.

8. Empty filing bins.

9. Make coffee for clients.
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Duty: Setting appointments

1. Appointments for consultant are from ___ AM to ___ PM. The last appointment scheduled at _______ and each appointment should last 1 hour.

2. Appointments are made 3 or more days in advance since they need to have an appointment reminder letter sent. (Letters are sent by the computer operator)

3. All appointments need to be confirmed the day before the appointment via phone call.

4. All appointments in the office need to be offered a map via mail or fax.

5. Make sure that the consultant knows how to get to any appointment he has away from the office and that he has whatever he needs for that appointment prior to his leaving the day before or the morning of the appointment.

6. All appointments need to be posted to the calendar with the following information:  PA (personal appointment) or TA (telephone appointment).  If it is a PA out of the office, put all information on the schedule including where the appointment is and who the appointment is with. Also include the C&P number, phone number and what the appointment is for.

7. When calling to set appointments proper phone etiquette is required. Ask to speak to the person you are calling. Introduce yourself (i.e. Hello, this is ______ with _____________ office) If they seem rushed make sure that you have not called at a bad time. Next, let them know why you are calling (i.e. I am calling to schedule your profile appointment….) If they are ready to set, check the schedule of the person that you are setting the appointment for. Block off the agreed upon time and be sure to repeat the day, date, and time several times so that there is no mistake. At this time offer them a map to the office (if they are coming in).

8. Dictate Notes.

9. Update Pipeline.
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Duty: Confirming Appointments

1. Look at the consultant’s schedule for the next day.

2. Call all clients, prospects, and others on the schedule.

3. If you reach a person, let them know who you are and that you are calling to confirm their appointment with the consultant for tomorrow and at what time. (Do not tell them that you are calling to remind them of their appointment, this might insult the intelligence of the client and we do not want to offend anyone)

4. If you do not reach the person, call and leave a message on the home number.

5. Ask them to bring any documents that they will need for this appointment.

6. Dictate that you have spoken with this person or left them a message confirming the appointment.
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Duty: Greeting and Serving In-House Clients

1. When the front receptionist calls and states that one of our clients is at the front desk, walk to the front desk and escort them back to our office.

2. Once the client is in our office offer them a drink. (coffee, coke, water etc.)

3. Offer the client a seat in the waiting area.

4. Check with the consultant to see if he is ready to see the client.

5. When consultant is ready, show the client to the conference room.

6. 20 minutes before their appointment is scheduled to end, give consultant the first warning signal.

7. 10 minutes before their appointment is scheduled to end, give consultant the second warning signal. 

8. At the time their appointment is scheduled to end open the doors between my office and the conference room so they may enter my office and schedule their next appointment. If next appointment is set, give them an appointment reminder card with day, date, and time and with whom their next appointment is scheduled. Stamp their parking card.

9. Escort them to the office door.

10. Update the pipeline to reflect the client’s visit.
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Duty: Processing Mail

1. Any mail for anyone but the consultant needs to go directly to that person.

2. Mail addressed to consultant needs to be opened.  If it is something that anyone else can or does handle give it directly to that person.  If it appears to be personal or something that he needs to see give it directly to him.  
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Duty: Scheduling vacation and margin days for team

1. When a team member wants to schedule vacation, check to see if the week they want is clear.

2. If the requested week is not clear, make sure that there is no conflict with the person that will cover their responsibilities while they are gone. 

3. If there are more than three team members wanting the same time off, it will then be decided by the management team. 

4. Any decisions that cannot be made by the management team will then be left to the consultant.

5. Mark the days that the team member has requested on the master calendar.

6. Notes 1 to 5 apply to margin days also.
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Duty: Offsite Quarterly Planning Meetings

1. Determine where the meeting is to be held and make appropriate reservations, this may include lunch reservations depending on where the meeting is held.  

2. Create an agenda for the meeting

3. The day before the meeting make sure everyone has added any issues they need to discuss, print the agenda, and distribute so that everyone can be prepared to discuss all topics.  

4. Every July the dates for next Jan, April, July, and Oct meetings need to be determined so that they can be mentioned in the newsletters.

5. Make sure that the branch manager and the receptionist know that the team will not be available and how to reach the team in an emergency.
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Service Assistant - Purpose:

· To take total responsibility for all service problems and to keep as much as possible off of the other team members, particularly the FCs.

· To keep accurate and up-to-date records of all actions taken on service problems so that any member of the team can review the notes and know current status when needed. 
· To provide prompt, courteous service to our clients and to keep them informed of any actions taken in their accounts.
· To bring in new accounts, tracking the process of the transfer as it happens and keeping the new clients apprised of the process.
· To serve as the first contact of the ICG operations area to the new client and to make a positive statement through my actions to give new clients peace of mind when transferring their assets to the group.
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
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Service Assistant - Product:

· A current, detailed “Call List” for any service issue that must go back to the FC (i.e. paperwork not received when promised, etc.)

· Up-to-date services log showing current status of all operational issues and completed projects.

· New accounts opened on system and funds transferred in within reasonable time period with clients kept up-to-date throughout the process.

· Accounts fully invested and properly allocated.

· Welcome Packets generated and sent out upon completion of account transfers.

· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
· __________________________________________________________________________________________________________________________________________
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Service Assistant - Duties:

· Processing monthly check requests.

· Handling all client service problems and requests; answering client account inquires.

· Placing trades in client accounts; rebalancing accounts; and making purchases for deposits received.

· Working with managers on account reconciliation and inquires.

· Dictating letters to be sent to clients regarding updates on account status.

· Keeping up-to-date on new company policies and procedures in regards to operations.

· Keeping an accurate, up-to-date record of account status including a “Call List” for the FCs when they need to get involved and make a call for paperwork not received, etc.

· Processing all service-related mail received; determining action to be taken and following through or simply filing for future reference.

· Meeting with prospects to implement the investment strategy.

· Processing of all new account paperwork from initial gathering, mailing to client for signatures, obtaining FC and branch manager signatures, transmitting paperwork to home office.

· Tracking client account transfers and residual cash sweeps by maintaining the ACAT tracking log.

· Tracking delivery of 401(k) rollovers.

· Sending out transfer status letters as the transfer process proceeds.

· Sending out the welcome packet to new clients.

· Processing the delivery of lost, transferred accounts.

· Entering assets received or lost in the weekly Operations Report.

· _______________________________________________________________
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· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

· _______________________________________________________________

_______________________________________________________________
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Service Assistant - Duty: Monthly check requests

Regularly scheduled check requests:

1) Put reminders for all check requests on calendar.

2) Put another reminder three business days prior for liquidating assets or notifying manager to liquidate (Be mindful of holidays and weekends.)

3) On day check due to be mailed out, must complete Check Request form and turn in to the cage before 2:00.

4) If check being mailed to somewhere other than direct to client (per LOA on file), must provide cage with a pre-addressed envelope.

Non-scheduled check requests:

1) When client calls in to request check must pull up account and check availability of funds.  (Be sure to check both cash and money market balance.)

2) If cash is available, this is not an IRA account and check is to be made payable to and mailed directly to the client, simply complete the Check Request form and turn into the cage prior to 2:00.

3) If cash is not available, instruct client that liquidations must be made and regular settlement is three business days.  

4) If the client wants the check made payable to someone other than in the name of the account and/or mailed to different address than on the account, we must receive written and signed notification from the client.  A fax will suffice, but must be followed up with an original.  If an account is in joint names or there is more than one trustee, both parties must sign the LOA (Letter of Authorization).

5) If the account is an IRA, we must have a signed Withdrawal Election Form before the check can be cut.  Sometimes in a pinch a fax has been accepted, but an original is preferred and must always be received, even if a fax is acted upon.  

6) If a client is insistent that they need funds immediately, yet cash is not available, each client is allowed two prepayments within any 365-day period.  A trade must be placed in the account to raise the cash and then the Check Request must be accompanied by a Prepayment Authorization form.   When filling out the Prepayment Authorization, call Client Services clerk for exact dollar amount involved, # of days involved and amount of interest to be charged to client.   Prior to turning in to the cage, the branch manager must sign off on the request.  The most common reason noted on the form for prepayment is “financial emergency”.

7) Clients sometimes wish to pick up a check, which is allowable; it simply must be noted on the Check Request.  If someone other than a person listed on the account is to pick up the check, written authorization must be received. 
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Service Assistant - Duty:  Setting Up New Accounts

1. Fill out appropriate client forms for type of account to be opened. 

2. Title the account based on the common account titles reference on back of new account form.

3. If an account number is needed immediately, the branch operations cage can be called before the paperwork is completed. They will need to know which broker number to assign and whether the account is IRA or regular.

4. After completing the new account form, stamp FCs signature on each copy and then have the branch manager sign the form.

5. Take the forms to the cage for entry into the system and account number assignment.

6. When the forms are returned route the white and yellow copies to the New Accounts department in the home office. The pink copy is to be filed in the perm file and the hard copy is to be inserted into the account notebooks. 

7. Dictate the account numbers to be added to the client’s record. 

Service Assistant - Duty: ACAT Transfers

1. Check whether the transferring account is to be liquidated or transferred in kind. Also, need to check if the account is an IRA. 

2. Attach a copy of the most current account statement to the ACAT department copies (white and yellow) and the file copy (pink) to verify the transferring assets.

3. Route the white and yellow copies to the ACAT department. 

4. Enter the transfer in the ACAT Transfer Log and dictate to send Transfer Letter 1. Keep the file copy of the pending transfer with the transfer log until the transfer is complete and the assets have been verified. 

5. Two days after the paperwork has been sent to the ACAT department, check the SPAD screen on ADP to verify that instructions have been correctly sent to the transferring firm. Once the instructions have been noted on SPAD, dictate to send Transfer Letter 2. 

6. Check the accounts daily for delivery of transfer. 

7. Once accounts have been delivered, follow the investment strategy for trading accounts and dictate to send Transfer Letter 3. Also, dictate at this time an e-mail for 90 days out for the new client’s first quarterly review with consultant. 

8. Enter the assets transferred in on the New Assets tracking spreadsheet. 

9. File the pink copy in the client’s perm file and send out a Client Welcome Packet. 

Points to remember:
· Only transfers from brokerage firms can be full ACATs.

· Only full ACAT transfers can go through the wire transfer system, so if any part of the account is remaining behind, then a check will be sent regardless of the dollar amount.

· ACATs take from 8 to 10 days if there are no liquidations and it is a full transfer. That is the specified amount of time allowed to the transferring firm.

· Liquidations take longer than full ACATs. Once settlement date is reached, transferring firm makes the decision whether to send a check or to set up the account on residual to send through the ACAT system. If it goes through the ACAT system. Then once settlement date is reached, it is another 8 to 10 days before the transfer happens because the process starts over. The decision is not based on value of the account, but other factors. Some accounts cannot be set up on residual if there are still any pending issues or positions. Also, in some cases a check can be sent more quickly. 

· Every firm handles liquidations differently and we are at the mercy of their systems. 
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Service Assistant - Duty: 401(k) Rollovers

1) Client must contact the Human Resources department at their previous employer to get rollover instructions. It is a good idea to do this as a conference call to insure that all of the information needed is obtained. 

2) The majority of rollovers are made 1 of 2 ways:

a. Phone authorization

b. Written request by using the rollover form provided by human resources.

Information Needed to Complete a Rollover:

· R/O IRA account number.

· Lump Sum Rollover withholding $0 taxes.

· Are all assets eligible for rollover?

· Does rollover request form require spouse’s signature or notarization?

· When will check be issued for what amount?

· To what address will the check be mailed? (our firm or client’s home?)

· Client must sign a rollover certification form as the rollover has been received to verify timeliness of the deposit into the IRA.

· Enter the amount received for rollover on the New Assets tracking spreadsheet. 

· Send Client Welcome Packet after rollover is received. 
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Service Assistant - Duty: Changing Money Managers

1. Print the holdings screens and fax to the new manager to see if there is anything that should be held.

2. Create a termination letter for the current manager. (Some managers have their own termination letter and these can be found with the manager contracts.) 

3. Obtain a signed Client Agreement and manager contract for the new manager. 

4. Stamp FC’s signature on the new contracts and have the Branch Manager sign.

5. Fax the termination letter to the old manager. Also, send a copy to home office.

6. Fax and then mail the new contracts to the new manager. Send a copy to home office and keep a copy for the perm file. Notify the new manager of any special situations in the account and let them know to wait for OK to trade. 

7. Send the original firm contract to the home office and keep a copy for the perm file. 

8. Once approval is received from home office, notify the new manager that account is OK to trade and fax another positions report to the new manager.

9. Dictate any account changes to be made to the client’s record.
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Service Assistant - Duty: ACATs Transferring Out

1. Transfer paperwork will be received from receiving firm or wire will be received form the ACAT department noting that account is frozen. No trades are placed unless specified in the transfer instructions. No checks are cut.

2. If there are liquidation instructions included then liquidate and then notify the ACAT department upon settlement of the liquidations.

3. If the transferring account is a managed account, then follow the instructions for closing that particular type of account, being sure to notify the home office that the account is closing.

4. Print holdings report prior to liquidation to show what was in the account. Also print a transaction report after the transfer has occurred. These reports should be filed in the perm file.

5. After transfer the following files should be pulled:

· Perm file with last holdings reports

· Comm file including purged Gorilla notes
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Service Assistant - Duty: New Client Welcome Packet

Welcome Packets are sent to each new client to help them organize their account documents. It is a notebook consisting of a welcome letter and tabs for filing. One tab is made for each specific account and other tabs are included for performance reports, newsletters, Investor Profiles, tax information and correspondence. There are two templates found in Word that are used to create a table of contents for the Welcome Packet. There is a 10-tab and an 8-tab style to accommodate the number of accounts a client may have. 

Formatting the Welcome Packet Table of Contents:

The Table of Contents can be formatted using Word 97:

1. Select Envelope and Labels from the Tools menu.

2. Click on the Labels tab and choose Options.

3. Select Ready Index 5-Tabs, 8-Tabs, 10-Tabs, 12-Tabs or 15-Tabs depending on the tabs to be used. Click OK.

4. Click on New Document.

5. Type section titles into the table; press Tab to go to the next print section.

6. Then add the logo – Select the Table menu and click on Select Column.

7. Select Table menu and choose Insert Column. Repeat this step to insert an additional column.

8. Select the Table menu and choose Cell Height and Width. Set column widths as follows: Column 1: 2.75”; Column 2: 2.1”.

9. Select the File menu and choose Page Setup. Set margins as follows: Left Margin: 0.75”; Right Margin: 0”. Click OK.

Note: A warning dialog box may appear. Click on the ignore button. 

10. With your cursor in the first column, repeat step 1. Select the Table menu again and choose Merge Cells.

You now have three columns and are ready to insert the logo into column 1. Do not place any graphics or text into column 2. Use Column 3 for your documents section titles:

1. Place your cursor in Column 1 and select Insert then Insert Text Box.
2. Insert the firm/group.

3. Add a text box under the logo in font size 18 that reads “Client Welcome Packet”. 

4. Everything added to the column to this point will appear in a box. This box should be aligned with the right edge of the center column and the size of the box should be altered to size. 

5. Print the document by feeding the contents page headfirst, face up into the laser printer. A practice page should be printed first to check alignment. 
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Purpose:

To insure that all aspects of the group run smoothly and all clients and prospects are serviced above their expectations. 

To oversee the day-to-day issues and tasks of the assistants and to provide backup to them whenever necessary. 

To facilitate continuous planning and development for making improvements to the department and to enable the Investment Consulting Group to grow.

__________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________

Operations Manager – Operations Manual

Product:

1. A smooth-running team, which is capable of handling all client requests in a timely manner.

2. A smooth-running operations team, which keeps as much as possible off of the FCs and is able to carry out day-to-day duties with few emergency situations. 

3. In case of emergency, the Operations Manager will step in to help in solving the problem quickly. 

4. ________________________________________________________________________________________________________________________________________

5. ________________________________________________________________________________________________________________________________________

6. ________________________________________________________________________________________________________________________________________

7. ________________________________________________________________________________________________________________________________________

________________________________________________________________________________________________________________________________________
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Duties of the Post:

Overseeing the day-to-day processes of the operations department, including the duties of the service assistant and the prospecting assistant.

Reviewing commission runs for accuracy. Examining the quarterly wrap fee billing statements in regards to fees and related accounts.

Insuring that the weekly operations report is complete and forwarded to the consultant

Reporting to the FCs any client contact that needs to be made.

Developing and instituting new ideas and processes to improve the operations department.

· Tracking total assets.  

Keeping up-to-date on new company policies and procedures in regards to operations.

Weekly management team meetings.

_____________________________________________________________________

· _____________________________________________________________________

· _____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

· _____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

· _____________________________________________________________________

· _____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

· _____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

· _____________________________________________________________________

· _____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

· _____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________

_____________________________________________________________________
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Duty: Call Lists for FCs

Anytime a major campaign is underway, a call list is kept for the FCs to touch base with any client who has not responded. The call lists are best kept on an Excel spreadsheet and then can be easily updated anytime a client responds. A sample call list is included below. 

	C&P
	Name
	Home
	Office
	 Assets 
	Cat.
	Notes

	19
	Smith, John
	404-222-2222
	404-333-3333
	$422m
	3
	8/24 PB left message

	333
	Doe, Paul
	704-555-6666
	704-666-7777
	$52m
	4
	8/22 BL: he is sending in $50m
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Duty: Keeping Up-To-Date on Company Policies & Procedures

Periodically memos are received with updated company policies and procedures.

Review memo and make sure understand it’s full relevance.

Consult branch operations manager or compliance officer for clarification if necessary.

Determine which team members need to be aware of policy or procedure.  

Make copies for those team members.  When in doubt as to who should receive, copy for all team members.

If warranted, bring up in weekly meeting to make sure everyone has read the memo.

1. File the original copy in the Compliance/Company Policy & Procedures notebook located in the file room. 

Computer Operator – Operations Manual
Purpose:

 To keep client records updated and accurate.

 To provide open lines of communication to team members.

 To ensure that the computer system is properly backed up at all times. 

__________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________

 __________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________
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Product:

A computer system that contains current information and runs properly on a consistent basis. 

 Files that are put together in the manner agreed upon by the group.  

To provide support to the team with a willingness to do whatever it takes to get the job done in the best interest of our clients.

_________________________________________________________________________________________________________________________________________

_________________________________________________________________________________________________________________________________________

_________________________________________________________________________________________________________________________________________

_________________________________________________________________________________________________________________________________________

_________________________________________________________________________________________________________________________________________

_________________________________________________________________________________________________________________________________________
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Duties:

 Input notes into Gorilla system

 Daily Backup

 Adding new prospects to the computer system

 Converting the status of the client or prospect

 Looking up information in Gorilla

 Sending out appointment reminder letters

 Making new prospect files

 Dealing with returned mail

 Filing

 Mailing of letters, invitations, newsletters

 Troubleshooting network problems

 Ordering supplies

 Updating contact information i.e. address, phone, name changes

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

 _________________________________________________________________

_________________________________________________________________
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Duty: Input Notes Into Gorilla System

 Dictation:

Always remember to date the dictation notes for the previous day.

Save the dictation in Word under directory: __________________.  Remember to save the document periodically while typing.

Do consultants’ tapes first

Type the notes from the dictation tape.  Each note starts with C&P number, client name and then the person’s initials who is dictating the note.  

Once you are finished typing the dictation, print out a copy for each team member and place it in their in box.

If a team member is repeatedly forgetting to include client C&P number on dictation tape, send a reminder email.

If a change of address or request for an email to be sent, do so after typing the notes. (See instructions.)

If consultant dictates “recommendation” notes for client start the note with bold, all cap letters “RECOMMENDATION” and date the note 12/31/2099 so it will be first note in the client record.

To Cut & Paste Into Gorilla:

The first thing to do is to highlight the note.  Do so by starting at the beginning and using the mouse scroll down to the end of the note. The entire note should have a shadow appearance.

Hold down your control key along with the letter “C” on the keypad.

Once you are in the notes sections of Gorilla, hold down the control key again along with the “V” key on the keypad.

Continue to follow these instructions for cutting and pasting each client’s note. 
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To Send an Email from the Dictation Notes:

Open the E-mail System

Click on the new E-mail button

Enter the name of the person or person’s it is going to

Under RE: put the C&P # and the client’s full name

Cut and paste the entire note for that client into the E-mail

Send the e-mail

Close the e-mail folder
Computer Operator – Operations Manual
Duty: Filing

1. All files are alphabetical

2. Perm files hold all client documents and paperwork

Comm files hold Gorilla notes and only info pertinent to an upcoming appointment

To create a Comm file and Perm file, type a label that includes Client name, address and C&P number (see existing files for example)

 Subject files are any item that does not belong to a client, mainly money managers, compliance sheet etc. and are filed using Paper Tiger.

 All software is kept on the shelves above the file cabinets.
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Duty: Handling Returned Mail

Verify the address in Gorilla

If the address is the same, try to call the client to find out about a change of address.

If there is a change, note in Gorilla and notify Service Assistant

If the client cannot be reached, insert a note in Gorilla stating so and try to reach again.
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Duty: Making New Prospect File

The color of the file will depend on who referred the individual prospect.

A label needs to be typed with the person’s name; “confidential” should be listed underneath the name.

The information sheet needs to be printed out placed in the file

A client information sheet and Risk profile sheet needs to be put in there also.

1. Put the file in the consultant’s in-box.
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Purpose:

To interpret client profile and holdings for input into asset allocation analysis

To maintain ninety-day no contact list at a manageable level

To pull client’s monthly account values, withdrawals and deposits on a timely basis for input into performance model

To co-produce composite reports quarterly, summarizing clients managed accounts

To produce profile and contract for clients to sign in order to open a managed account

To produce weekly consulting report

· To assist/learn associate consultant’s position thereby taking on more of his role over time

__________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________________

Technical Assistant – Operations Manual
Product:

Asset Allocation Analysis

Composite Reports

Manageable ninety-day no contact list

Weekly Consulting Report

1. __________________________________________________________________________________________________________________________________________

2. __________________________________________________________________________________________________________________________________________

3. __________________________________________________________________________________________________________________________________________

4. __________________________________________________________________________________________________________________________________________

5. __________________________________________________________________________________________________________________________________________

6. __________________________________________________________________________________________________________________________________________

Technical Assistant – Operations Manual
Duties:

Compiling and producing the quarterly, composite performance summaries for clients

Producing asset allocation analysis for clients

Contact clients every ninety days

Producing weekly consulting report

Tracking performance of account models and benchmarks

1. _________________________________________________________________

2. _________________________________________________________________

3. _________________________________________________________________

4. _________________________________________________________________

5. _________________________________________________________________

6. _________________________________________________________________

7. _________________________________________________________________

8. _________________________________________________________________

9. _________________________________________________________________

10. _________________________________________________________________

11. _________________________________________________________________

12. _________________________________________________________________

13. _________________________________________________________________

14. _________________________________________________________________

15. _________________________________________________________________

16. _________________________________________________________________

Technical Assistant – Operations Manual
1. Duty: 90-Day No Contact Report

2. Have Computer Operator print a list from Gorilla every Thursday of the clients not having contact with any of the consultants over the last 90 days.

3. Call each person on list.

4. If you reach the client, read the script below.  

5. Dictate notes and make sure to note that last contact date should be updated, if you speak to the client.  Make sure any necessary appointments are scheduled.  If there is a service-related issue, see if the service assistant can take the call or if he/she needs to call the client back.

6. If after several weeks of calling you are unable to reach the client, send the follow-up letter found in the system under: _______________________.

7. If after two letters are sent you are still unable to reach the client, discuss client status in next quarterly meeting.

1. Script:

2. May I speak to Mr./Mrs. _____________?  Hello, this is ________________ from ________________________ (group name).  I wanted to call and see if you have a few minutes to discuss the accounts you have with us.

a. First of all, is everything okay with your accounts?

b. Problem – I am sorry to hear that.  Let me see if ________(Service Assistant) is available to talk to you about that (or) _______ is not available right now, but let me write up your concern and I’ll have her get right back to you.

c. Unhappy and wants to talk to consultant – Let me set a convenient time that you can be contacted by phone.  Is day/time convenient?

3. Happy – continue to remainder of script

4. Do you have any funds coming due in the near future?  (i.e. money market, CDs) If yes, make financial consultant and/or SA aware.

a. Closing –

b. If appointment set: I appreciate your time and have the appointment set on ___________’s calendar for (day/time).  If you need anything in the meantime, please feel free to call.  Have a great day.

c. If no appointment set: I appreciate your time and if you need anything, please feel free to call.  Have a great day.

Technical Assistant – Operations Manual
Duty: Asset Allocation
1. Open Allocation Master software program from program menu.

2. If new prospect, click on: create a new client file

3. Identify plan title by inputting prospect name

4. Input “Composite” if the analysis is consolidating all client holdings. If it is in reference to a specific account, place that title in the account area.

5. Input prospect date of birth and spouses date of birth if applicable.

6. Federal tax rate to be used should be an expected average for complete projection period. If significantly different rates apply during working years and retirement years, it may become necessary to run two scenarios under two different rates.

7. Input expected state bracket for holding period. Identify if prospect will change state of residence during projection period.

8. Short-term capital gains put in as ordinary income; long-term capital gains are 20%.

9. Projection period is the sum of prospect’s years to retirement and prospect’s years in retirement.  If retirement date is unknown, subtract the current age from 85 and use that as the projection period.  Exceptions to that rule: If prospect has living family members in their 90s currently, then subtract the current age from age 90. If prospect has a significantly younger spouse, project the younger spouse to age 85.

10. At this point, click OK and from the command bar click File, Save As, input the prospects C&P number and this master file will serve all subsequent individual account analysis files that have to be produced.

11. From the command bar click Client, Risk, and tell the prospect one of the following five responses is required: I strongly agree with the statement; I basically agree with the statement; I’m neutral or don’t care either way; basic disagreement; or strong disagreement. 

12. Additional Questions screen.  Choose the time horizon based on the prospect’s projection period. If a retirement analysis is being run input the desired after tax income as an annual dollar figure as well.

13. Portfolio Holdings: Identify whether a holding is taxable or tax deferred, identify the asset class of the holding, input the current dollar value and the cost basis of the asset. Hold is always no unless it is an asset that cannot be sold and repositioned such as real estate, limited partnerships or family business interests.

14. Financial goals include: Retirement income, second home purchase, car purchase, children’s college tuition, benevolent giving in the future, etc. Anything the prospect expects to spend as an annual or one-time dollar outlay. Input these as after tax figures.

15. Additional contributions include: 401k deposits, IRA deposits, annual after tax deposits, annual company pension payments, inheritances, property expected to be sold in the future, business interests to be sold in the future.

16. Click Asset Mix, Holding limits, cash minimum percentage needs to be 0. High yield bond and International bond maximum needs to be 0.

17. Click optimize mix and identify which of the seven standard models the prospect needs to be classified.  Return to specify mix and input the percentages the prospect needs to be allocated under.

18. From the command bar, click Forecast, Run

19. From the command bar click Print and build the proposal by moving the identified pages into the selected pages section of the screen.
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