MAKE LISTENING A PRIORITY

Throughout the sales process ensure that you are fully engaged and allowing your

beneficiary adequate time to speak.

Pause often to be sure you are not talking over them and allow space for feedback.
Focus your attention on both the content and the tone when your beneficiary is speaking.
Minimize any distractions and avoid multi-tasking during your conversation.

DEMONSTRATE UNDERSTANDING

Use paraphrasing and summarizing to demonstrate to your beneficiary that you have
heard and understood their needs and concerns.

Use these conversational tools to clarify any points that may be misunderstood or could
be unclear for your beneficiary.

BUILD RAPPORT

In addition to the words your beneficiary says, pay attention to their tone of voice as well.
Regulating your tone and speech cadence to theirs can be useful in helping to mirror their

energy, as well as building rapport.

Affirmations that encourage your beneficiary to keep speaking or indicate your
understanding, such as "yes" or "tell me more about that", are also useful tools for fully
engaging in the conversation.

BE GENUINE

Throughout your conversation, showing a genuine interest in your beneficiary's needs
results in the best enrollment experience for both the member and you. Honesty,
transparency and a clear desire to find the best plan fit for your beneficiary should be at
the heart of your entire conversation.

Building a relationship of trust with your beneficiary during enrollment is the foundation
that ultimately builds a satisfied member.



