LO:  Hello, this is Patrick.

Client:  Hi, this is John Jones.  I’d like to find out more about the reverse mortgage.

LO:  Sure.  How did you find out about me?

Client:  It was an ad I saw in some newspaper.

LO:  Did you see my ad in the Senior News?

Client:  Yes, I believe so.

LO:  Good. Well, a reverse mortgage is essentially an equity loan for seniors which you never have to make payments on.  There are only two requirements: one, you need to be at least 62 years of age, and you need to be a homeowner, but the home does not need to be paid off.  Are you currently paying a mortgage?

Client:  Yes, I am.

LO:  If we were to pay off your mortgage, about how much money would we have to send to the bank?

Client:  I think about $38,000.
LO:  Good.  Here is how the reverse mortgage works.  An appraiser will come out and appraise the market value of your home.  Then, based on your age, you will usually qualify for somewhere between 45% - 55% of the home’s market value.  Since you have a mortgage, that will have to be paid off at closing, then, the rest of the money goes in your hand.  All of the money is tax-free.  You will not pay me anything up front; there are no mortgage payments to make; no yearly fees.  Your only expense will be the cost of an appraisal, but only after you have made the decision to proceed with your loan.
The reverse mortgage is fully insured by the government, and you remain the title holder, which means that you can live in the home the rest of your life, though you can sell your home at any time, if you wish.  That is up to you, but most people who receive a reverse mortgage want to stay in their home the remainder of their lives, which you can do.  

After you pass away, your home goes to your children, or grandchildren, whomever you decide to leave it to.  At that point, they can do either one of two things; if they want to take the profit out of the home, they can sell the home, that pays off the reverse mortgage, and your children receive the remaining money—that is why the bank only pays you about half of the home’s value now.  They want to leave a good chunk of money for your children later on.  Or, if your children want to live in the home, or rent it out, they can simply take out a refinance mortgage for the amount of the loan.  It is up to them, but most will simply sell the home, and take the profit.

I can actually let you know in a moment about how much money you will receive, I just need to know your address…

Client:  I live at 100 Pine Street in Dallas.  75702.

OK:  What I am doing is looking up the tax value of your home, now.  The tax value is almost always lower than the market value, but it does provide me with an idea of how much your home’s appraisal will be.

Here it is.  Your current tax value is $92,450.  That means we should be able to see and appraisal of at least about $100,000.  We might even see a somewhat higher figure, but I don’t want to promise you something that might not happen, so let me be a little conservative, and I’ll put $100,000 into the computer.

The other bit of information I need is your birth date.  That helps determine how much you will qualify for.  What is your birth date?

Client:  I was born July 17th, in 1935.

LO:  Good.  Also, are you married, or are you single?

Client:  I’m married.  

LO:  What is your wife’s birth date?

Client:  Let’s see, I think it’s February 2nd of 1938.

LO:  So, she was born on Groundhog’s Day.  Do you ever tease her about that?

Client:  I sure do, and so does everyone else.

LO:  I bet they do.  What I have done, John, is put your birth dates in the computer, and at $100,000, the computer shows you will qualify for $50,202.  Now, this will pay off your $38,000 mortgage, leaving a little over $12,000 in your hand, tax-free.  So, you won’t have any more mortgage payments, your home will be paid off, and you’ll also have over $12,000 to invest, or spend, as you choose.  If you’d like, I can come out to your home sometime later this week, or next week, at your convenience; I can sit down with you and your wife and show you all of the figures, explain everything in greater detail, and answer any questions you might have.  What would be a good day for the two of you later this week, or next week?

Client:  Let’s see.  This Thursday is good for us.

LO:  Is 11:00 in the morning, or 2:00 in the afternoon better for you on Thursday?

Client:  I’d say 11:00 would be best for us.

LO:  All right, I’ll see you and your wife this Thursday at 11:00.  By the way, John, what is your wife’s name?

Client:  Dorothy.

LO:  Good.  I’ll see you and Dorothy on Thursday, then.

Client:  OK.

LO:  Take care, and I’ll see both of you then.  Goodbye.

Notes:

1) The goal is not to make the sale over the phone; rather, it is simply to peak the client’s interest enough to encourage them to ask you to come out.

2) I try to speak at a calm pace, and model my speech pattern after the client’s.  

3) Try to keep the conversation short, but don’t rush.  

4) Try to stay away from details, other than those mentioned above.  Too many details, especially about tangential aspects of the reverse mortgage, may become somewhat confusing to the client.  When this happens, the client will hesitate, and only want you to send information in the mail.

5) Never ask if the client has any questions, or if everything sounds good enough.  If the client has a question, he, or she, will interrupt and ask the question.

6) Proceed calmly and confidently through the call as if the client called to set an appointment.

7) Building rapport is important since this is a faith-based sale.  It often sounds too good to be true to the client, and clients often know little about the reverse mortgage.  In fact, many possess incorrect assumptions; therefore, building rapport, which leads to trust, is the key.  Be friendly, confident, and open—they will perceive this.  They are seniors, and seniors rely on intuition much more than younger adults.  If you are disingenuous, they will often realize this, and you will lose a sale.

8) As silly as it sounds, smile when you speak.  It is very hard to smile, and not sound friendly.

9) Do not act theatrical, overly upbeat, or fast-paced—they will feel you are too eager for a sale, thus they feel you are untrustworthy.

10) Be patient as you speak and listen, but lead the conversation—remember, the idea is not to make the sale over the phone.  Too many details over the phone results in confusion on the client’s part.

11) Details are best left to when you can look the client in his eye, leading to better trust about issues the client may have difficulty understanding.

12) Never ask if the client would like an “appointment.”  Never also mention “application.”  Simply tell them you “can come out later this week, or next, at their convenience, to go over the figures, explain everything in greater detail, and answer any questions they might have.”  Words such as application, and appointment, can sound a little too aggressive to the client.  The client should realize that you will bring an application with you.

13) Do not push to schedule an appointment.  If the client doesn’t want an appointment, yet, simply tell him that you will be happy to send out some detailed literature.

14) If you send information, do not call back until the client has had at least four business days to peruse the information.  Seniors often take their time, especially when considering a significant financial decision.  If they feel rushed, they will not trust you.

15) When you call back, after sending information, do not ask if they have questions.  Simply repeat the basic information concerning their specific reverse mortgage—their expected appraisal value, how much the client would qualify for, and the basics of the reverse mortgage product—they still own the home, they leave the home to their children, etc.  Then ask if you can come out later this week, etc.

16) Treat the client as a friend you are trying to educate.  Do not patronize the senior as if he, or she, needs your help, or that they are helpless.  They will sense the amount of respect you possess for them.  Treat them as if you would wish to be treated if you were their age.  This is very important.

17) Make the client your friend.  If this is your goal, you will gain more from the experience then a simple paycheck, and, you will be a better closer, so it helps both your financial aspirations, and your inner being.

18) If the client respects, and likes you, the sale will almost certainly follow.  They will respect you, if you respect them as equals, and they will like you, if you honestly like them.

19) Everyone has something loveable within him, or her.  Look for that quickly in every client you meet, and most clients will find you easy to trust.  Eventually, this will become instinctive within you, and you will find seniors drawn to you.

20) Remember, there will always be exceptions to everything listed here.  You will encounter a former engineer who will want immediate details, etc.  Learn to lean on this guide, while following your own intuition, and you will probably find reverse mortgages sales very profitable, and rewarding in many ways immeasurable.

