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BROKER CONVERSATIONS GUIDE
Understanding your client’s business, their goals and current state means you will be better placed to help your
client work out the right finance solutions for them. This guide is designed to help with two different types of
discussion – supporting business growth or diversification, and meeting cash flow needs. It can be adapted for
new clients, as well as reconnecting with existing clients.
These questions have been offered as guides only and some may not be relevant to your client. We recommend
tailoring them to best suit your client’s needs.
Preparing to meet with your client
Before making contact with your client, do some research of your own:
•

Research the business and how they position themselves in market – checking the business website
and social media accounts are great places to start

•

Research the industry, including potential COVID-19 impacts

That first contact – outlining the purpose of the call
•

Remember this is an opportunity for a conversation, not a transaction

•

When making the appointment, make sure you outline how much time you are proposing so your client
understands how much time they need to put aside

•

Explain the reason for your call and try to provide context. For example, “Given the current environment,
I wanted to check in, understand how your business is doing, and see if I can help with getting back on track/
future growth opportunities.”

•

Your conversation should be beneficial for both you and your client. It may not be just about lending
opportunities, sometimes the discussion will provide insight into future plans and opportunities.

•

Taking notes during your conversation provides a great record and ensures you have specifics to replay
to your customer at the next meeting

Identifying your client’s needs
This part of the conversation is about fact finding, building rapport and gaining an understanding of your
client’s current position and future needs by asking some open questions. The ANZ’s Getting to Know
Your Customer template is a useful tool for documenting the conversation.
Types of questions to ask to prompt conversation
•

How has your business been performing?

•

How does this compare to pre-COVID-19?

•

What changes or measures have you put in place to deal with the current challenges you are
facing as a result of COVID-19?

•

In comparison to normal trading how has revenue been impacted by COVID-19?

•

Do you expect your business to return to any level of normal trading following COVID-19?

Australia and New Zealand Banking Group Limited (ANZ) ABN 11 005 357 522.

2

Business Growth Opportunity Questions
•

Has COVID-19 or other events opened up new growth opportunities?
◦

•

How do you plan to maximise these growth opportunities?
◦

•

Do you have sufficient cash reserves to support this growth?

What capital expenditure/funding is required to support your future direction or strategy of your
business?
◦

•

What are those opportunities and are you in a position to take advantage of them?

How will this be funded?

What other challenges/opportunities do you feel your business may be facing?
◦

What steps can you take to prepare for them?

Cash Flow Needs Questions
•

Has COVID-19 or other events created any working capital or cash flow challenges?
◦

•

Do you feel you have sufficient cash reserves to operate your business effectively over
the next 3-6 months?
◦

•

•

How will you manage any short-term funding gaps?

Are your suppliers in good financial state (as far as you can tell)?
◦

How are you currently being paid and are you usually paid on time?

◦

What does your ideal debtor/creditor cycle look like?

◦

What terms are offered by your suppliers?

How do you make payments for business expenses?
◦

•

How are you managing this?

What problems could your current method of payment cause?

What other challenges/opportunities could your business be facing and how are you preparing for them?

Resources
If you are considering expanding or exploring lending, it’s great to have a business plan in place to back
up your lending application. The ANZ Business Planner is a useful resource for business owners, providing
content on growing a business, and managing cash flow, as well as cash flow management tools.
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Conversation outcomes
•

Having a quality conversation with your client means you should be able to offer more personalised
solutions for your client to consider, and the solutions you suggest are better suited to their specific
needs and goals so they can decide what solution is right for them.

•

Close-ended questions, such as “Are you interested in hearing more about…?” can help move the
conversation into the solutions phase

•

ANZ can help provide solutions such as business lending, vehicle and equipment finance, and business
credit cards, along with other useful tools and content to support businesses. The ANZ Business Planner
is also a great resource to help customers manage their business.

Next steps
•

Work with your client to help them decide the next actions they’d like to take, and always make sure
your client understands and agrees how they’d like to progress.

•

If your client would like it, send a post-conversation email containing a summary of the agreed next
steps, and any links to relevant information, application forms, etc

•

Agree and book a time to continue or plan for a follow up conversation

Follow up
•

Document your notes so you have a record

•

If the client is ready for lending, you can either reach out directly to your local ANZ Business Banker or
Commercial Broker to discuss next steps to determine application suitability or to discuss further.

•

If your client isn’t ready for lending at this point, they may find some useful business tools and resources
at the ANZ Business Planner.
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