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‘ Lesson 19: Leverage Through Communication
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Unnecessary Work . R
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@ And simple situations 0
become complicated.
080 Unclear communication creates

extra work for everyone.




Where This Comes From  (.0g)

e Clients are constantly exposed
to information.

B2 News headlines

@ Social media

(,ﬁ Industry changes

@ Partial information

e Most of it is incomplete or doesn’t
apply to them.

Too much irrelevant or incomplete information
creates noise—not clarity.




What Happens
Without Guidance

Without context, clients
get concerned.
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@ They ask questions. ﬁ

They react to things that
may not even matter to
their situation.

Lack of context creates confusion,
which leads to unnecessary work and stress.
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@ Clear. Relevant. = ..‘

e This is where you
create leverage.

® You become the filter
for what actually matters.
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gorcre Clients get clarity
and can act with
confidence.




Proactive Communication

ﬂ:}"‘ ® |nstead of waiting for questions, @ NEWSLETTER
you communicate first. 2 °.

@ BLOG POST
LJ

e

UPDATE

Fewer questions.
c0o .
e More clarity.

Stronger relationships.

Newsletters

35‘} Blog posts

% Regular updates

® You address things before
they become conversations.




INSTEAD OF REACTING

Control the Narrative

(X) Confusion
X\‘ More questions
(\X, Misalignment

kX\/ Wasted time

D,)) ® Now you’re not reacting to
what clients hear somewhere else.

START BY LEADING

— 8 =) @ Clarity
s N B @ Confidence

-
1 X Alisnm
& Gk, () Alignment

' - @ Stronger results

® You’re shaping what they
N understand from the beginning.

You set the context. You build trust.
You lead the conversation.




HIGH VOLUME PROACTIVE
OF NOISE COMMUNICATION

'What This Does

. 54 ? l ¢ ¢ Fewer
Fewer unnecessary questions ? @ unnecessary
P | ‘ —/ questions
% Less confusion i | @ 5O
: confusion
<
o . . Better
8 A& Better client understanding 3 5 g client
¢ - understanding
? - You reduce
) You reduce the volume ? (]x the volume of
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Incoming noise.

of incoming noise.

CLEAR. RELEVANT.
ACTIONABLE.



Reduce Back-and-Forth

WITHOUT CLEAR COMMUNICATION WITH CLEAR COMMUNICATION
m Can you clarify?
— ® Every unnecessary ? X
mEw . < / Q Here’s what you need to know.
—@ conversation takes time. o . = |
: / 4 + What's happening
Just checking... ‘\ g ' Why it matters
l g v/ What we're doing
So, what
do you need? "o

® Clear communication et el .o l
@ eliminates those — (7 (_/;, O
conversations before
they start. @ MORE TIME LOST @ TIME SAVED
More confusion. More follow-ups. Fewer questions. More progress.

@ Less back-and-forth. More clarity. More time for what matters.




This Is Leverage

—_— REACTIVE (WITHOUT LEVERAGE) PROACTIVE (WITH LEVERAGE)
More noise. More questions. Clear communication upfront.
More back-and-forth. Less work shows up.
e You're not g (!
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e You're reducing T o | soduer Vv
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¥ that shows up in

the first place.
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@ ‘ Less work you don’t need to do. More time for what matters.




Communication Drives OQutcomes

Communication doesn't @ e/f‘ @ @ Q

just reduce work. \ ﬂ "
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It also = I I
CLEAR - I |

ALIGNMENT FOCUS CONFIDENCE SUCCESS

improves results. MORE NOISE COMMUNICATION
MORE WORK LESS NOISE
WEAKER RESULTS LESS WORK

STRONGER RESULTS

I Better communication. Better decisions. Better outcomes.



Benefits Are Often Misunderstood

O 7 e A lot of employees don’t
) fully understand their benefits.

O e And if they don’t understand
() them, they don’t value them.

/

N ¥

DON’T UNDERSTAND DON'T VALUE
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UNDERSTANDING DRIVES VALUE
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MISSED IMPACT
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VALUE DRIVES IMPACT




What Happens When People Understand
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Higher participation Better utilization Greater appreciation
More people get involved. More benefits are used. People value what they have.

@ ‘ The same benefits — just better understood.
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More participation
means more people
enrolling.

And that directly
impacts your
compensation.

You didn’t change
the product.

You changed the
communication.

s Is Leverage

e
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MORE MORE PEOPLE DIRECT IMPACT ON YOU CHANGED
PARTICIPATION ENROLLING COMPENSATION THE COMMUNICATION
More people Participation Enrollments drive Same product.
understand and goes up. your results. Stronger results.
take action.
— )

Big impact. Smart change.



Better Outcomes for Everyone
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Employees Employers
use their benefits get a better return on
more effectively. what they’re spending.
K 000

Everyone

and the overall
experience improves.
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People Like What They Understand
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® This shows up consistently
in the data.

e Employees value what
they understand

* And they respond negatively
to what they don’t understand

® When communication

improves, satisfaction improves.

High

SATISFACTION

Low
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@ Understand
Somewhat
Understand

Don'’t
Understand

Low UNDERSTANDING High



Simple Beats Complex
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More benefits don’t Clear communication

always create more value. often outperforms complexity.



Ongoing, Not One-Time

e The best communication doesn’t just happen at enroliment.

D &)@

Ongoing education Multi-media Multiple touchpoints

e That’s what creates real understanding. — @ — @

Inform Understand Impact



So communication creates
leverage in two ways.

@ It reduces unnecessary work.

@ And it improves outcomes
(without additional effort).



So now we’ve talked about reducing unnecessary
work through better client communication.

— Next, let’s look at how your clients
themselves can become a source of leverage.



Could better communication and education
reduce questions, improve understanding,
and increase participation?

Is there room for improvement
within your agency?




