
 
Customer Service-Pandemic perspective 

  
  
Albert Einstein said, “In the midst of every crisis, lies great opportunity.”  Below are a couple of suggestions for 
opportunities to reassure your clients, you are here for them.  
Beneficiaries 
Do your IRA accounts have both primary and contingent beneficiaries? 
Do your Individual registrations have a TOD associated with them? 
Does a review of beneficiaries identify any clients whose beneficiaries are all charities, or whose beneficiaries live in a 
different state?  Remember, calls to clients just to make sure they are doing ok, have access to resources to get them 
through a crisis, etc. often have a greater impact on your client then the calls to make sure you are still meeting their 
financial needs. 
Unlicensed personnel can verify beneficiaries, send out forms to capture updated information, and check for nearby 
resources if seniors are feeling isolated and overwhelmed.  If your computers meet securities protocols per last 
week’s Thursday Tip, this is a project that can be done from home if you become part of a ‘hot zone’ and are mandated 
to shelter in place. 
Automated Contributions 
Those who have established systematic contributions for their IRA that didn’t max out their 2019 contribution may want 
to take advantage of the downturns in the market by sending in a catch-up contribution.  Be sure to review the rules for 
processing contributions so that it is correctly coded as prior year. 
On the flip side, those who have established systematic contributions for their IRA or a 529 who are now facing a loss of 
income for an unknown period of time may appreciate assistance in pausing these systematic contributions. 
These items are a review of financial information so outbound calls would need to be made by a licensed person. 
Educational Opportunities 
Has your client checked with their bank to determine the process to add a TOD to their checking or savings 
accounts?  Does their bank allow their trust to be assigned as the TOD on their accounts? 
Busy Work 
Split up your client list between admins who are being asked to shelter in place and have them run names through the 
various databases for missing money.  

Find your state’s program to search for unclaimed property at https://unclaimed.org/ 
Search multiple states at one time by using https://www.missingmoney.com/en/ 
Use Treasury Hunt to find savings bonds, registered Treasury notes or bonds that have matured that were issued 
1974 or later https://treasurydirect.gov/indiv/tools/tools_treasuryhunt.htm 
Search for pensions from companies that either: 1)Went out of business or 2)Ended a defined pension 

plan https://www.pbgc.gov/search-unclaimed-pensions 
Alternately, you could turn this into a DYI project for your clients who are looking for something to do.  Every year there 
are stories on the news about people’s lives being changed because they took the time to search these databases and 
discovered a windfall.  Even small discoveries during this time of uncertainty could be the boost for some that makes a 
difference in their outlook. 
Do you have emergency contact information for all your clients?  Those who were reluctant to provide this information 
in the past may see the wisdom in sharing it now. 
Let us know what other ideas you are implementing in your offices to provide customer service during this time of 
uncertainty.  We will share those ideas as an addendum to this tip on the Archive page as a resource to others.  

 

https://unclaimed.org/
https://www.missingmoney.com/en/
https://treasurydirect.gov/indiv/tools/tools_treasuryhunt.htm
https://www.pbgc.gov/search-unclaimed-pensions

