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Customers

It will soon be two decades since | began working as a Life Planner.
In looking back, it seems that I have been working daily while continuing to
constantly contemplate the purpose for which I work.
* How can I spend my career happily and in a manner that is fulfilling?
* How can | continue to value my relationships with my family and close
friends?
* How can | lead a life that is spiritually rich?

Of course, these are not matters that concerned me from the very beginning.
When 1 first switched jobs, | was full of insecurities and could only ponder
what | needed to do to secure contract signings. | simply could not imagine
where | would be in three—Ilet alone five—years’ time. Yet, the fact that I am
here having built up a nice little career and savoring the pleasures of life is all
thanks to the many years of rich experiences that | have enjoyed since | began.
If anything, the lessons | have obtained from failures have undoubtedly helped
to shape my own foundation to a greater extent than my successes to date. |
have gotten to this point of my life while meeting and learning from many
people along the way.

I can still vividly recall the words spoken to me by an elderly member of
the Top of the Table (TOT) at whose table | sat during an annual conference of
the Million Dollar Round Table (MDRT) in my third year as a Life Planner:

Your only job is to formulate strategies and meet with clients. Anything
you don’t need to personally attend to should be delegated to your staff.

Your yearly plan should be formulated with your personal life as your

starting point. You decide with your family when and where you want to

take your holidays. For the rest of the year, you draft a plan for work. It is
your family and your own life that are important. That said, you must
always surpass your figures for the preceding year.

| eventually came to gradually understand the essence of what | was told
back then. I should focus on enriching aspects of both my work and my private
life. 1 have come to know success of late in terms of the fulfillment of this
focus.

Happiness is not about your status, reputation, or pay level but about how
much you can be of assistance to others and to society at large. | would like to
see work not as a means by which people live but as a means by which lives
can be enriched.



Several years ago, | began teaching courses on such subject matters as
business studies and leadership at a number of universities. | believe that my
job as a Life Planner is what has also allowed me to relate my own experiences
and ideas to students seeking to spread their wings in society. You have all
probably realized this point yourselves. The goal in life is not to obtain large
homes and luxury cars. True spiritual wealth comes from making your family
and society happy through your existence.

It has been a little over five years since this book was first published. It is
through Oriental Life Insurance Cultural Development Center that | have been
able to publish an English-language version of my book and have readers from
more countries and regions read my work. | am truly pleased. Indeed, nothing
could please me more than to know that this book might positively influence
the actions of those who read it. | would like to continue to explain the
importance of insurance to many people while | remain grateful to my clients,
family, and colleagues.

Finally, 1 would especially like to express my immense gratitude to my wife,
who has believed in me over the course of the last two decades and who has
occasionally encouraged and supported me along the way. While my wife did
not object to my decision to switch jobs, she did not explicitly agree to it either.
It would have been natural for her to feel that there was no pressing need, with
a small child at home, to discard a stable life and venture to enter a tough field.
| believe that the first three years in particular were anxious ones for her as |
was working while taking almost no time off at all.

These days, | freely take some personal time for myself, incorporate
holidays and leaves into my plans, and enjoy setting up dates for playing golf,
a pursuit that | share with my wife. | am very thankful.

I would like to continue to take on all sorts of different challenges for the
sake of everyone | have yet to meet.

October 2017
Toshiaki Koyama
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Preface — In order to do work better and lead a better life

Upon graduating from university twenty-four years ago, | got a job with
Recruit Co., Ltd"., as a way of pushing back against a sense of inferiority
attributed to my educational background given that | was unable to go to the
university I most wanted to attend as a result of having failed my entrance
examination. In this way, | suddenly began my life as a newcomer who had
slammed into a figurative wall and embarked as a salesman on a path that
seemed to extend into the horizon.

In the ten years that | was with Recruit, | was involved in sales efforts for
three new projects. Five years after being appointed manager, | made the
decision to leave the Recruit nest that | had grown to love out of a desire—both
professionally and personally—to ascend to a higher stage and secured a
position with The Prudential Life Insurance Company, Ltd., (hereinafter
referred to as “Prudential Life”).

Five and a half years after joining Prudential Life, 1 was granted the
ultimate certification as a sales agent; | became an Executive Life Planner®. For
thirteen consecutive years beginning in my second year with the company, |
met the criteria for joining the Million Dollar Round Table (MDRT)?, an
international trade association for the insurance industry. In time, | came to
qualify seven times for the Court of the Table by reaching a standard three
times greater than the base requirement for the MDRT. I qualified for the Top
of the Table in 2006 by reaching a standard six times greater than the base
requirement for the MDRT.

I have come this far with enormous pride in what | have managed to
accomplish professionally for myself to date.

When you work a number of years in sales, you encounter various situations.
Intolerable ordeals, exhilarating joy, and overwhelming inspiration.... Each
imparts something to us and makes us realize something important. It is later
when you come to deeply understand that no situation, good or bad, is pointless
in the grand scheme of life. Ultimately, the extent to which you can use an
experience to nourish yourself is what is important. By amassing such sources of
nourishment, you will refine your power as a human being.

! Aleading Japanese company dealing with personnel dispatching, sales promotional
media, personnel media, and other services.

A Life Planner who satisfies certain stringent performance criteria; for example, he or
she must have at least 1,000 contract signings to his or her credit. A Life Planner
refers to a sales employee of Prudential Life.

Million Dollar Round Table (MDRT) is an international, independent association of
leading life insurance and financial services professionals.
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Human power. You must constantly refine this power in both your
professional and personal lives. | believe that this is also essential for nurturing
the power to learn from those around you. At first glance, the term learn might
seem to be a passive action, but the opposite is in fact true.

We are surrounded by many fine people who are active in a variety of
different fields. By meeting and interacting with such people, you can be
stimulated and will be able to learn and grow.

However, this does not consist of a relationship in which you only receive
what is given to you. You may have heard of the notion of give and take. If
anything, you will not learn the really important things in life unless you give
and give or even give and give and give. In order to refine the power to learn,
proactive initiatives to become accepted and trusted by someone from whom
you would like to learn are vital. To this end, you must enhance your human
power.

I myself have learned many things from my clients to date. Some of them
sustain me as | am today and have dramatically changed how I live my life and
the stance | take in my own career.

I once asked a proprietor of a business to describe the kind of person he
thought a top-level salesperson was. He responded that it was someone who
was capable of completely winning over the hearts and minds of clients to such
an extent that a business would have no need for anyone else. Upon hearing
this, 1 wondered where | stood in relation to such a standard.

I concluded that | had not yet reached this level. At that time, | tended to
think in self-centered terms, such as by wondering how | could grow. In this
way, | was not really thinking much about my relationship with my clients
from their perspective.

However, having learned of this situation, | came to think deeply about how
| aspired to emulate Life Planners in terms of their image and stance. Their
ideal image and stance remain etched in my head at all times.

In order to engage in higher quality work, you need to cultivate and
powerfully impart the notion that your sales are the way in which you express
originality. Networks should also be built to collaborate with top-level persons
as a way to elevate the stage upon which you work. To lead a richer life, you
should be aware of the need to maintain a work-life balance by also focusing
on interests outside of work.

| learned and came to identify these standards of mine through a process
that involved questioning my clients and having a eureka moment with some
of their responses. If | had exaggerated my own self-worth and engaged in
work by relying only on my ideas and values, this recognition would not have
transpired.

I am also constantly asking myself, “For what purpose am | working?” and



“What kind of life do | want to lead?” This is because I can always overcome
difficulties and hardships and grow as long as my will and core remain
properly grounded and aligned.

These days, | more frequently advise younger members of my company on
the stance that should be carefully maintained when engaging in sales activities
and describe this stance during workshops and in speeches organized as
requested by the companies to which my clients belong and other companies in
my industry. Prompted on a timely basis by a representative of the PHP
Institute Office®, | decided to commit to paper a detailed summary of this
stance.

It would please me greatly if I could share even a little bit of what | have
learned through my experiences, including those that involved failures and
those that beleaguered me.

Rather than put forth a simple collection of expert sales tips, | would like to
describe the joys and profound nature of sales and the future course of my
career to readers and highlight through this book my interactions and
involvement with my family, my community, my interests, and volunteers and
other such persons.

Through my work, | would like to gain happiness and share in this
happiness with those | meet.

I work daily for this purpose rather than to make more money or improve
my station in life. 1 hope that readers understand this perspective and will be
able to perceive how wonderful it is to be of use to people, to grow, and to
begin to meet new people by working better. | also hope that they will work to
enrich their lives going forward. It would please me greatly to know that this
book was useful for helping bring about such results.

June 2011
Toshiaki Koyama

* The Japanese-language publisher of this book.
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Chapter 1: The moment you feel blessed to be a Life Planner
(1) An event that broke my spirit and made me think that I could not go on

“My wife was admitted to hospital earlier today.”
It has been fourteen years since | became a Life Planner. Only once during
this time did | ever feel like | wanted to quit this job.

I sold life insurance to her shortly after | switched jobs. When | say her, |
am referring to a classmate from high school and a good friend of my wife.
Because our homes were also in the same neighborhood, our families often
hung out with one another. | spoke to her and her husband about insurance
options.

They had two children: one in year two of primary school and the other a
senior in kindergarten. While the husband worked for a major home appliance
manufacturer and was already enrolled in a life insurance plan, the wife was
not because she believed that it was not necessary given her role as a full-time
homemaker. After 1 recommended a plan that came with death coverage that
was compatible with her future plans, she agreed to sign up.

On my third visit to see this couple, | accepted her application form and a
declaration of heath conditions. She turned to me and said, “You know what...
The other day, | underwent a complete medical checkup for the first time with
my husband.”

I responded, “I’m sure nothing will turn up but it’s a good idea to undergo
such checkups regularly.”

She was duly enrolled in an insurance plan. The day after | called her to
congratulate her and let her know that she could now enjoy peace of mind, |
received a call out of the blue from her husband in the late hours of the night.

“My wife was admitted to hospital earlier today.” | had just spoken to her
on the phone the day before. Not having a clue as to what might have happened,
I was simply shocked. After | was then told that the results of the medical
checkup had revealed something unexpected, | drove quickly to her home.
When | arrived, the husband was staring blankly at the ceiling. The medical
checkup had produced abnormal data that necessitated a more detailed follow-
up examination, which in turn led to a diagnosis of acute lymphocytic
leukemia. The wife was thereupon immediately admitted to hospital.

The husband did not know where anything was kept in the home and did
not even know what time his kids started the day at school and kindergarten.
He was completely bewildered. | wondered whether there was anything that |
could do to help. I first promised the husband | would make inquiries to

Chapter 1: The moment you feel blessed to be a Life Planner 13



determine whether the hospital to which the wife was admitted had a doctor
specializing in leukemia on its staff before | left. The next day, | headed to the
hospital to pay a visit to the wife.

When 1 arrived in front of the hospital room, I could see from the hallway
the diminutive back of the wife, who was sitting up in bed and facing the
window while crying. This painful view of her from behind remains to this day
etched in my mind. Unable to enter the room, I strolled for a bit throughout the
hospital. This is because, despite hurriedly arriving to visit the wife in the
hospital, I had no idea what | could say to her upon seeing her in this condition.
While wandering aimlessly, all sorts of thoughts churned in my head, causing
me dismay to such an extent that | was unable to make sense of anything. I told
myself | had to first calm down. In addition to being a friend, | was also her
life planner. After | managed to settle down, | once again visited her room as if
nothing had happened.

She was looking down through the window directly at the kindergarten that
her own child was attending. Although she had tried to act composed at first,
she broke down crying when she saw the kindergarten in question. It was then
that she turned to me and said, “Until yesterday, | brought her to and picked
her up from kindergarten every day. And now suddenly | can’t. It’s possible
that | might never again be able to go outside.”

I was unable to even find words to comfort her. I finally uttered a few
statements—“It was detected early so you should be fine.” “You’re now
covered by life insurance so you have nothing to worry about.” “Feel free to
ask anything at all of me if there’s something that T can do for you”—before
departing from the hospital room.

Doing nothing but crying about your problems will not get you anywhere

The wife’s struggles to overcome her illness began. Wanting to do
everything possible, the husband too tried every option he could. They
switched hospitals, administered anti-cancer medication, and accepted an organ
transplant from a donor after half a year of searching for a match. As for
myself, | read books and harnessed networks of doctors, nurses, and persons
who have dealt with the same illness to provide the husband with as much
information as | could get my hands on.

Nevertheless, it was all in vain because she passed away exactly a year after
her life insurance contract came into effect. This was the first time in the one
and a half years since | joined Prudential Life that a client of mine had died.

On the day that | was notified of her death, | was unsure as to whether or
not | should pay my respects before the end of the day since she was scheduled
to arrive back at her home in the middle of the night. As the head of the sales
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office told me that it would be a good idea for me to go right away if | were a
friend, | visited her home late at night.

Intending to light incense sticks and excuse myself immediately, | was then
asked by the husband, “How were things back in high school?” | related my
memories of the culture festivals we participated in and the celebratory parties
we enjoyed afterwards, about her winning an event at an athletic competition,
and about our field trips and school excursions. | described her as always being
positive and upbeat and as being the person to set the mood in class. As | spoke
of these things, the husband listened intently with his eyes closed. With the
husband seated next to his dearly departed wife in front of me, | chose to keep
him company until dawn while shedding tears and fondly recalling the past out
of a sense that the three of us were having one last conversation for old times’
sake.

When the funeral came to an end and various procedures were being taken
care of, |1 was once again struck by the piercing pain of the loss of my friend.
What if | had not been a Life Planner and had been merely a friend, | thought.
I would not have been privy to much information on how she had become ill,
how she thought of her kids, the struggles that she dealt with in fighting the
cancer, the efforts of her husband, and the sadness of her children and would
most likely have done nothing much more than receive the shocking news of
her condition. There is no doubt that a general sentiment of pity would most
likely have been felt in my soul.

However, as her life planner, |1 had no choice but to strictly observe the
reality unfolding around her, as a result of which | bore direct witness to her
sorrow and to the hardships experienced by her family.

Even for a client who is not a personal friend, the difficulties faced should
be the same. | remember every conversation that | ever had with couples.
These conversations focused on what kind of home these couples wanted to
create and on how they wanted to raise their children, among other topics. |
even understood what was going on in their minds when they enrolled in an
insurance plan in order to protect their own happiness.

| became compelled to face, in every respect, my first-ever death of a client.
Will | have to experience this level of indescribable, impotent sorrow and
emotional pain over and over again? When | pondered this, | could feel that my
heart was about to break.

I’'m not confident that I can continue to do this job. I'm not strong enough
for such a painfully hard job.

When | spoke of these concerns to the head of my sales office, he told me
of the time that a senior colleague of his, whom he admired greatly, died in a
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traffic accident when he was previously a Life Planner. Despite being so
overwhelmed with grief that he forgot that he was a Life Planner, he was
compelled to deliver a death benefit to his senior colleague’s bereaved spouse.
On hearing this difficult story, | cried along with the head of my sales office.

I came to believe that I could no longer continue to work as a Life Planner
if | were forced to experience more tragedies of this sort. What made me
reconsider were three letters that | received.

One was a letter written by her while she was in the hospital.

I didn’t think that I would be taking advantage of my insurance plan so
soon. However, I intend to take my time and get better. I'm glad that you were
my insurance agent. Sincerely ...

Another was a letter of appreciation written with care by the husband. The
remaining letter was written by my friend’s mother, a woman I had never
personally met. In that letter, she wrote the following: Unfortunately, my
daughter has passed away. | am grateful for everything you did for her. Please
continue to look after my daughter’s family.

By reading these letters, | was made to realize something; | should not
wallow in self-pity when others are relying on me in this fashion.

A contract for life insurance is nothing more than a mere portal. It is an
expression, made as concretely as possible, of the love that the client has for
those who are important to him or her. In the unlikely event that something
happens to a client, this expression, along with insurance money, is responsibly
delivered to the beneficiaries. Ties with the family members of a deceased
client continue to be forged for a long time thereafter. | was made to realize
that this is the mission of a Life Planner. These three letters taught me the
value of what | do for a living and the weight of the responsibility | bear. This
marked my real beginning as a Life Planner.

(2) What is important is not the entrance but rather the goal

Facts as related by action reports

As | described in the preceding part, it was the death of my friend and client
soon after | got my start as a Life Planner that served as the catalyst for my
efforts to delve more deeply into the essential qualities of a Life Planner. |
subsequently began to engage in all manner of paperwork for the first time ever,
such as by assisting in carrying out statutory procedures and producing
documents, undertaking administrative tasks at hospitals and municipal
governmental offices, and performing steps to request insurance money from
the company on behalf of the family.

16



What made me most anxious in this context was whether my friend’s
insurance money would be properly paid out. My friend had undergone a
medical checkup a week prior to her application and her illness was discovered
in the afternoon of the day on which the application itself was received. What
gave me cause for concern was the fact that the date of the contract application
was the same as the day on which the illness was revealed.

While no discrepancies would be discovered if everything was done in
proper chronological order, the admission of a client to hospital for a serious
iliness immediately after becoming enrolled in an insurance plan compels an
insurance company to verify, among other pertinent matters, that the client had
not been visiting a hospital [for the same condition] prior to the date of
application.

As expected, a rigorous investigation was commenced. Upon finding out that
my friend’s doctor was also being questioned, | prayed that the insurance money
would be paid out. At that time, I could do nothing more than pray. While |
believed that there would be no problem in having the insurance money paid out,
I was—truth be told—beside myself with fear that things would not work out.
This sense of insecurity remained a constant thorn in my side day in and day out.
If even a minor point in the declaration of health conditions made by my friend
was not true, | do not believe that | could have been more composed than | was
at the time. It was then that | became aware of the immense importance of the
single sheet of paper on which a declaration is made.

The clincher in the investigation was my activity results table. This table,
which I make sure to submit to the company every Monday, lists everything |
do in the preceding week. It goes without saying that the activity results table
that | had submitted at the time listed the date and time at which my friend
made her application. This record was checked against the time at which she
went to the hospital to ask for the results of her medical checkup, whereupon it
was determined that the contract was concluded first. Thus, the insurance
money was uneventfully paid out in full at the end of the day.

| believe that there are few people who, when they enroll in an insurance
plan, seriously imagine beneficiaries receiving insurance money in the unlikely
event of something happening to them, even if they might not be too happy
with the idea of paying a monthly insurance premium. Such a scenario is
simply beyond their imagination. Yet, such a day will invariably come. It is
possible that such a day might even be tomorrow. In the unlikely event that
such a day does come, Life Planners are tasked with responsibly making
payments to surviving family members. In order to protect the members of
your family, we will do everything possible to support them without
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compromise. Indeed, this is the goal of life insurance.

In the case of Prudential Life, we are thoroughly committed to making
payments as soon as possible, irrespective of whether the client is admitted to
hospital, undergoes an operation, or dies. Our administrative staff in charge of
making payments will truly deal with cases with rapid efficiency.

Let me tell you the story of something that happened once upon a time. A
colleague’s client, who was married and had a child, passed away. After
consuming a New Year’s dish on New Year’s Day, he felt unwell and went to
his room. Since he failed to return, the wife went to see what was wrong and
discovered that he was already in a state of cardiac arrest. The husband died on
the spot. A claim for insurance money was submitted to the company upon his
death, whereupon the section in charge of processing claims and making
payments contacted the client’s life planner and indicated that it might be
possible to supplement the amount of the claim with extra benefits. The
client’s insurance plan had an accidental death benefit rider that would provide
an additional benefit in the event of an unforeseen accident.

Since the client had been suffering from a chronic heart condition and
physically unwell, neither the Life Planner nor the surviving members of the
client’s family initially believed that this rider could be validly applied.
However, the person in charge of processing the client’s claim took a look at
the death certificate, which indicated that “the deceased started to feel unwell
while eating and died when the food (rice cakes in ozani® soup) he was eating
became stuck in his throat,” and notified the Life Planner of the possibility that
the death could be treated as an unforeseen accident.

I remember that | was surprised and felt moved when 1 first heard this story.
Who could have believed that the company would voluntarily go out of its way
to recommend a higher payment of benefits? It was a proposal that neither the
Life Planner nor any surviving member of the client’s family was expecting to
hear. A doctor was questioned as requested by the person in charge of
processing the claim and with the permission of the surviving family members.
In the end, the benefit as set forth in the rider was also uneventfully paid out.

In this instance as well, the single sheet of paper constituting the medical
certificate played a huge role. More than anything else, | cannot fail to express
my respect for the philosophy of the company and the actions of the staff
members with whom | associate, for their goal is to pay out 100 percent of
insurance money provided for through life insurance plans that are a concrete
expression of the love that clients feel for their families.

® A soup primarily consisting of rice cakes consumed when celebrating the New Year’s
holiday.
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The impact on life of a difference of just a few hours

In the case of my friend in the story I outlined earlier, 1 would not have
been able to accept my friend’s application if she told me that she wanted to
apply for a life insurance plan in the afternoon once her condition had been
revealed through a medical checkup conducted in the morning of the same day.

A difference of just a few hours or a seemingly minor reversal in a
sequence of steps can sometimes prevent someone from enrolling in a life
insurance plan. It is also undeniably possible that this inability to enroll could
have huge repercussions on the subsequent lives of the client and the client’s
family. If a client wishes to enroll, it is unquestionably the right course of
action to have a contract concluded as soon as possible. For this reason, no life
planner may allow any sign of willingness or interest on the part of a client to
be overlooked.

To live is to accept the risks that come with not knowing what the future
may hold. Such risks may not just be in the future but also right around the
corner. Life is full of unforeseen contingencies. This is why remote chances
affect both families and companies. Insurance is thus unmistakably necessary. |
do not have clients become enrolled in life insurance plans in order to hear
them tell me they would feel more at peace if | were their insurance agent. This
sense of peace is nothing more than a mere gateway into the world of life
insurance policies. To what extent can a client’s future dreams and feelings of
love for his or her family be optimally rendered into concrete form in
collaboration with the client? To what extent can insurance money be
responsibly paid out in the unlikely event of a contingency? Carrying out these
functions is the responsibility of a Life Planner.

That a Life Planner is a position that entails direct encounters with death is
something that | came to realize with the death of someone who was my friend
and client. It is a job through which you will learn of the profound extent to
which a client loves his or her family and of his or her dreams, as well as a job
that will force you to share in the fear of death and misfortune. It was also
brought home to me that, in order to pay out insurance money with a sense of
pride when the unlikely contingency in question is encountered, you must
imagine that day from the moment you first meet your client.

I am ill at ease with the phrase selling insurance. There is no sense of
selling something when it comes to insurance. | retain the plan | design on my
own and draw up with my clients with a sense of responsibility. | continue to
protect a promise that corresponds to a far-off future while | attend to the lives
of my clients. It is with such aims that | perform my work as a Life Planner day
after day.
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(3) The joy that you feel when someone else depends on you 100 percent

Making use of life insurance

What do iPads, smartphones, and Facebook all have in common? These are
all goods or services that | either have or am registered with and that | do not
use at all. (I am embarrassed to admit this but I am quite famous among my
friends and acquaintances for being a Luddite.) While it may seem strange for
someone like me to say this (or perhaps in one sense what | am about to say
might in fact be persuasive), any product—no matter what kinds of functions,
advantages, or positive benefits it offers—is rendered meaningless if it is not
used. There is no exception to this observation when it comes to life insurance.

I once received a phone call from a client who called for some information.

“I’'m calling about my father. Two months ago, he collapsed from a
subarachnoid hemorrhage and we have had to incur significant medical costs.
I’ve been looking at my father’s insurance card, and I have no idea what any of
the provisions means. Since | remember feeling impressed about the fact that |
could use my life insurance plan in a number of different ways when 1 signed
up for Prudential Life’s insurance policy, I thought of you and decided to try to
call you. I know that this matter involves a policy with a different company but
| was wondering if you could help me this time.”

I replied that | would naturally be happy to oblige and immediately went to
visit the father, whom | had met once before, to pay my respects. His brain had
sustained some damage, and he was more or less asleep at the time. I left the
hospital and asked my client, “Have you submitted an application for a severe
disability insurance benefit to the insurance company from which your father
purchased a policy?” | asked this because, while the client called out of a
concern that medical costs were very high, | believed that the father might have
been entitled to receive insurance money if his severe disability was
acknowledged.

My client replied, “Since you asked me this question before, | went ahead
and submitted an application. It had been almost a month since | returned a
form along with a medical certificate that was sent to me but | had yet to hear
back from the insurance company. That’s when I called to figure out what was
happening. | was told, ‘Sorry for the delay but we can’t acknowledge that your
father has a severe disability based on his medical certificate. We will
immediately pay the hospitalization benefit.””

Upon hearing this, | wondered if something could not be done and made a
promise to my client. “T don’t know if it will help but let’s try to see if we can’t
get some results by working together on this matter.”

First, we had the insurance company from which the father purchased a
policy send another copy of the medical certificate and then we obtained
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another appointment with the attending physician. | went to the hospital
together with my client and explained who | was and what my main purpose
for coming was. | described examples of the ways in which life insurance can
be functionally used: “For this purpose, we need to obtain a medical certificate
from you. If the father’s medical condition hasn’t changed since you
previously produced his medical certificate, would it be possible to change the
wording used without modifying the substance of the outline that you set forth
in his medical certificate? We apologize for causing you more trouble by
having to carry out this particular procedure a second time.”

| interviewed the doctor and asked him a number of questions—when was
the patient admitted, what examinations and operations were performed on the
patient, and what was his current condition—and produced a two-page report
based on the answers given to me. I then conveyed to the doctor what points
needed to be clarified by him in writing. In addition to noting that the patient
required nursing care for his current state, the doctor was asked to inscribe
such points as the following in detail: “At what angle is the bed raised and how
is the patient held when moving him from this position?” “What kind of liquid
diet does the patient consume and how long in minutes does it take to feed
him?” “How many centimeters can the patient move forward in one step while
receiving nursing care?” Details regarding the state of nursing care as it relates
to the use of the toilet and bathtub were also included.

Since everything was based on facts, the doctor agreed with the purpose of
what we were trying to accomplish and rewrote the father’s medical certificate.
After this was received and submitted to the insurance company, the father was
recognized as suffering from a severe disability, whereupon insurance money
totaling several tens of millions of yen was remitted two weeks later. My client
was thrilled, “Thank you so much for helping me with this matter even though
it involved a different insurance company from yours. | am truly grateful.”

To be the type of person that others think of when they need help

In addition to this example, | will sometimes investigate social insurance
schemes run by the national or local governments and provide information that
can help clients obtain money they are entitled to receive by submitting an
application. This is the big difference between the notion of enrolling in an
insurance plan and the notion of taking advantage of an insurance plan. With
my company, the same life planner will essentially be continuously in charge
of a given client. This system is meaningful in order to have an insurance plan
that a client has taken the trouble to enroll in used properly and correctly.

| aspire at all times to be the type of person who can inspire clients to feel a
sense of security with respect to their situation (“No matter what happens, he’s
the kind of guy who can probably help me out”), to be the type of person for
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others whose name comes immediately to mind when they are in trouble, and
to be the type of person who can cheer others up with a positive attitude just by
meeting them face to face.

For this reason, regardless of whether sales numbers are bolstered or not, it is
when | am 100 percent trusted by a client that | feel delightfully blessed to be a
Life Planner. No doubt, there are those who think that, to the extent that they are
salespeople, it is inconceivable that they can put forth any effort into something
that will not improve their sales numbers. Of course, as | am also a sales agent, |
too work to improve my sales numbers. On the other hand, however, this sort of
joy is directly tied to motivation and provides me with a huge dynamic boost that
keeps me working. In extreme terms, | want everyone | meet to be happy. While
this may sound like mere lip service, it is truly heartfelt.

| continue to acquire new knowledge and build networks in order to always
be able to respond to inquiries that are unrelated to insurance. | seek to have
clients trust me and to respond to such trust with sincerity. This is the essence
of my raison d’étre as a Life Planner.

(4) What it means to completely capture a client

A former top-level salesperson’s watchword

I went out to eat with a company president who was once a very active
successful salesperson. | asked him, “So, as a top salesperson yourself, who
would you consider to be the most amazing salesperson you’ve ever met to date?”

| figured that he would talk about someone with an outstanding performance
record or someone who had possessed an incredible network of contacts.
However, the response given differed a bit from what | was expecting to hear.

He prefaced his response by saying, “In a word...”

My dinner companion proceeded to respond, “It was someone who
completely captured his clients.” Completely? | thought. Capture? Not quite
sure of what to make of this response, | asked him to elaborate.

“Let me try to explain by looking at your situation. It is when a client thinks
to himself, ‘I have no intention of obtaining information on life insurance from
anyone else but Mr. Koyama. He’s the only guy I need.” Now you won’t be
that kind of salesperson unless you are far and away a superior performer,
possess an overwhelming pool of knowledge, have human power, learn
constantly, and are capable of conveying the latest relevant information to
others. It is only then that you can exclusively capture a client’s heart. This is
what | mean when | say that you need to completely capture a client.”

My mind was buzzing from hearing his response because | understood him
to mean that even the client needs to feel that | am special.

It goes without saying that it is nearly impossible to be committed 100
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percent to all clients. Nevertheless, it was at this time that | first came to realize
that | had to strive to elevate myself with this objective in mind. | was
reminded that, in order to become the sort of life planner that aspires to
completely capture clients, | had to possess a higher vision at all times, refine
myself, and continuously engage in creative work to determine what values |
could provide.

While I had hardly failed to be the type of person who did not, as a matter
of course, think about his clients, the greater part of my head was occupied
with such questions as the following. How can | achieve good results? How
can | increase my pool of knowledge? How can | obtain more experience? To
what extent can | maintain myself at a relatively high position? This was the
evaluation standard to which | had been subjecting myself. Since | spoke to my
acquaintance, however, | re-examined myself in terms of the kind of life
planner | aspired to be and the stance | ought to take. | came to profoundly
think about such matters. I also realized the importance of providing my clients
with high-caliber support.

To prevail over others who are highly knowledgeable about insurance

The term differentiation is often used in competitive society. Once upon a
time, | too used to emphasize differentiation as a strategy. However,
differentiation is largely predicated on making comparisons with other
individuals and companies. In other words, in the context of comparisons made
with others, you must always ascertain superiority. This has the effect of
remaining focused on others despite the fact that you are fundamentally
required to be focused on clients above all other considerations.

Of course, differentiation as a notion is not a negative one. For a
salesperson, there may even be times when it is necessary. But if comparisons
are to be made, it is more important | believe to focus on and elevate elements
that describe the extent to which your work has improved and the extent to
which you have grown over time rather than attempt to compare something
with something else entirely. The ability to do this and find and cultivate a
field in which you perform well or to gain experience and apply it to a specific
field to build yourself up in that field will come to constitute a competitive
advantage for yourself.

What | currently would like to regard as important in order to become the
sort of life planner who can completely capture a client is personalization over
differentiation. Personalization entails the showcasing of originality. You will
learn to identify the advantages you offer and tout them to others with whom
you interact. For example, “I am a salesperson who also organizes sales
workshops.” “I am a salesperson who is good at talking about succession
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issues.” “l am a salesperson who can provide detailed information on business
cash flow.” Personalization is the hook that can help form a strong impression
on the other person if you utilize discrete talking points rather than abstractions.
You should note, however, that this is premised on having a comprehensive
pool of fundamental knowledge at your fingertips. It will not work if you
neglect basic components to focus only on a single area of specialty.

In this way, you will seek to prevail not with tangible objects but with
actions. Rather than compete with tangible objects like products, | believe that
personalization consists of competing by accumulating actions that are your
forte, actions that serve as your articles of faith, and actions in which you have
gained extensive experience.

In my case, the fact that | am a Life Planner linking individuals with one
another is something that casts me in a good light. For example, when a young
proprietor wishes to expand his business, |1 would refer him to a company that
provides marketing support that is effective for getting the word out. If
someone comes to me with questions about cash flow, | will introduce a
management consultant who is particularly strong when it comes to financial
matters. For someone in charge at a company that wishes to revise its
personnel system, | might introduce a public consultant on social and labor
insurance or personnel consultant. In this way, | want to help clients out as
quickly as possible whenever they are in trouble or when they need help.

A business manager often works in solitude and is unable to talk about or
share his or her own concerns with someone else. | sometimes set up
opportunities for deepening communications among such people (such as
meetings accompanied by a breakfast, lunch, or dinner). Building bridges
among people for whom such connections could be beneficial for business and
among people who might simply get along well with one another is something
I would like to continue to strive to achieve. | expect that | would be greatly
pleased if something were to take root and grow through such initiatives
involving such people.

| believe that there are many people in possession of an extensive pool of
knowledge on insurance. If | proceed like a normal person, | will be
unceremoniously defeated by such people. Thus, | would like to take them on
in a different field. My wish is to go in further pursuit of identifying and
grasping the meaning of what is, besides knowledge, important to us from this
perspective. This is to ensure that I am the only person that my clients seek to
turn to for advice whenever they are in trouble.
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(5) Prudential Life, a company that lifts me up

Core Values consisting of four pillars

Ever since | decided to change jobs, there has been something that has
made a huge impression on me and that has struck a definite chord with me.
This is Prudential Life’s set of Core Values, which constitutes both a sort of
code of conduct and a collection of rules. These values consist of four pillars as
follows:

1. Worthy of Trust

2. Customer Focused

3. Respect for Each Other

4. Winning

My core values
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When | first found out about these Core Values, | received a mild shock.
This is because these concepts were completely alien to me. What is the
meaning of this? | reread each of these values repeatedly and pondered them
with fervor.

First, be worthy of trust. To tell the truth, this was something that would
have been inconceivable back in my Recruit days. The world back then was
one in which a salesperson would be evaluated based on the quantifiable extent
to which he or she made sales. It was simply inconceivable to go beyond that
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to embrace something as important as trust despite the fact that this is the most
important element not just in the area of sales but also in business itself.

Questions asked by a client should be answered quickly and accurately.
Keep even small promises. In addition, this value might even include the way
you dress and your comportment in public locations.

Next is the focus on customers. Of course, | had been aware of the notion of
customer satisfaction before | heard of these core values. At the time, however,
this meant that | was trying to figure out what kinds of service | needed to
provide in order to achieve customer satisfaction (in other words, what kinds of
rewards | could expect for providing service to clients). Thus, if | could
identify the basis for customer satisfaction, | would become the focus of
whatever outcome arose. In engaging in sales, | made assumptions of client
needs and accordingly offered company products and attempted to convince
the client that they were convenient for his or her purpose. With this approach,
I lacked any perspective that helped me to determine what problems needed to
be addressed by my clients and the solutions my clients desired to obtain.

At first, respect for one another was the value that | found to be the most
difficult one to grasp. | would have had no difficulties if it were simply a
matter of recognizing one another, getting to know one another, or supporting
one another. Yet, | was perplexed by the use of the term respect in this context.

After pondering this issue for some time, | came to the conclusion that the
scope of this value was broad. Respect one another. Of course, this value ought
to apply when interacting with clients and in interpersonal relationships within
the company as well. For example, in the case of Prudential Life, sales agents
make up over eighty percent of the workforce. In such a sales-oriented
company, the atmosphere is susceptible to becoming one in which sales agents
are big shots whose voice carries greater weight the more they sell.

However, since we could not engage in our day-to-day sales activities
without the support of the section that examines enrolment conditions after
each application is submitted, the section that verifies monthly invoices and
payments received, and the section that is in charge of paying benefits and
providing customer service, we must not forget to be grateful to these other
employees. It is important that we feel appreciative rather than take such
sections for granted. If we deal with others with such a spirit, staff members
too will interact with us in kind. Indeed, you might even occasionally receive a
little extra help, such as advice concerning a certain file that would be to your
advantage.

Whenever staff members contact a Life Planner, we can tell that, even if
they are talking on the phone with a Life Planner, they prioritize the handling
that is best for the client while focusing on the client in front of us. In this way,
we could not do our job without appreciating and respecting staff members for
the way in which they conduct themselves in this manner.
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The last value—win—does not mean to prevail over others in a quantitative
sense. Rather, | believe that it means to restrain yourself, or to prevail over the
weak version of yourself, the one that tends at times to take the easy way out.
Since | work completely at my own pace without being subject to any targets
imposed by the company, the management of my actions, time, money, and
motivation is fully within the scope of my own responsibility. While the
upgrading of skills and the collection of information are also typically dictated
by the company, | am unable to ascend to a higher level unless | take what |
need to take for myself. To properly engage in these and other aspects of self-
management is what | believe is meant by win.

These Core Values resonated profoundly in my heart at a time when | was
thinking about changing jobs. While | was re-examining my life up to that
point and the path | could take going forward, the existence of a company that
embraced such values spoke directly to my heart.

The story behind the origin of our living needs benefit rider

Prudential Life offers a special contract known as a Living Needs Benefit®,
or LNB. It allows a claim for insurance benefits of up to thirty million yen to
be made by an insured person while he or she is still alive subject to approval
by the company based on a medical certificate submitted by a physician in
which the insured is declared to have no more than half a year of life remaining.
While such a special contract is also offered by other companies these days, we
were the first in Japan to introduce this option. Allow me to briefly outline the
history of this option.

When the former president of Prudential Life in the United States went to
visit a hospice in Canada, he spoke to a patient facing imminent death. “Is
there something we might be able to do for you?” he asked.

The patient responded, “Let me die with dignity.”

Wondering if he could somehow find a way to pay money in advance, the
former president returned from his visit to the hospice and immediately went to
work to find a solution. What emerged was a special contract known as a living
needs benefit rider. The patient in question used the insurance money that he
received according to his living needs to pay healthcare costs, take a trip to
visit family in Italy, purchase Christmas presents for his family, purchase a
washing machine to allow him to take care of his immediate needs in
anticipation of a worsening of his medical condition, and cover other expenses.
The remaining amount was donated. When the former president last visited the
patient, the grateful patient spoke once again to him, “l am now at peace.” The
death with dignity sought by the patient was likely achieved, at least in part,

® Arider that provides for the payment of the death benefit in whole or in part in the
event that the insured is deemed to have no more than six months left to live.

Chapter 1: The moment you feel blessed to be a Life Planner 27



thanks to this solution.

Thus, such efforts to help clients to the fullest through some form of life
insurance without being bound by constraints is what our company stands for
and what we as Life Planners do. Life insurance plans that our clients have
taken the trouble to enroll in should be utilized wherever possible. The task of
providing navigational assistance to our clients is also a significant
responsibility of ours. This mentality has become widely entrenched within our
company and | am deeply aware of the fact that the climate of our company
sustains me and raises me up daily.

We should hope to revolutionize the life insurance industry in Japan and to
be capable of earning enormous trust and satisfaction in this industry, which is
beset by numerous issues that need to be addressed. | am proud to know that
everyone in our company—from new employees to top management
executives—is on board with this philosophy.

The exceptional teamwork on display in our company—the sort that sees
everyone gathering together to provide advice when someone receives an
inquiry late in the evening—also surprised me shortly after | changed jobs.
Even now, | tell younger Life Planners to return to the company rather go
straight home whenever they are out of the office and they are feeling down for
whatever reason. If you are disappointed because a client turned you down and
you go home with your shoulders hunched forward, your gloomy moody will
continue to weigh you down until the next morning. If you were to instead
return to the company and talk about it with someone, your mood will surely
improve. Of course, you will also receive some valuable advice. By returning
to the office, everything can be reset by immersing yourself in an office
atmosphere that will have you come back to work the next day in a better
frame of mind. | am intensely grateful for being blessed by the organization for
which | work.

(6) Mr. Koyama was always someone that | observed with keen interest

A telephone call at Haneda Airport immediately before | boarded the
plane to fly back to my hometown

Many people perform jobs that are useful for society and shine brightly on
the front lines. When you see someone like that, you aspire to become
charismatic and compelling in the same way.

Such people inspire and teach others and help others to elevate themselves.
I regularly believe that | would like to hang out with such charismatically
inspiring people in order to simply incorporate them into my life even where
there is no direct connection between them and my own work. Mr. A, the
owner of a consulting firm, is truly one such person. He is full of interesting
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topics of conversation, always exudes a sense of being calm and composed in
some way, and provides me, someone who is busy with work, with plenty of
encouragement. He also volunteers and influences me through that part of his
life as well.

Since he has not concluded any sort of agreement with or through me, he is
not a client of mine. Nevertheless, 1 come up with many pretexts to meet him
numerous times a year. (I went to the United States the other day for training.
I learned quite a few interesting things there and would like to share them with
you.” “I really liked this book I read the other day so let me bring it for you.”
“Want to go out for lunch?”) Of course, | understand that such information is
probably not that useful to Mr. A. For this reason, there were times when |
hesitated to do anything that would divert him from his busy schedule.
However, | still meet him with the intention of someday returning the favor.
Even though | am not yet capable of returning the favor, I fully intend to work
hard to ascend a stage that will allow me to even return the favor with interest!
He is so charismatic that he makes me want to exert myself to such an extent
just to hang out with him.

At the end of my fifth year with Prudential Life, | went to Haneda Airport
with my family to visit my family home in Kobe during the New Year’s holiday.
It was then that my cell phone started ringing. When | looked to see who was
calling me, | saw that it was Mr. A. “Mr. Koyama, what are you doing at the
moment?” | answered, “I’m about to fly back to my hometown in Kobe.”

“Oh, that’s too bad.”

Curious, | asked him why he was giving me the pleasure of his call. He
explained, “Well, I thought | could introduce someone to you.”

A certain company president was thinking of taking out an insurance policy
with the end of the settlement term fast approaching, which is why Mr. A
chose to call me.. “l wanted to introduce him to you but since he’s in a hurry
and wanted to conclude matters today, I’ll try calling someone else up.
Anyway, if something else comes up, I’ll contact you again.”

On hearing this, | immediately told Mr. A, “T’ll go. Right away. Could you
give me the directions?”

I apologetically bowed to my wife, left my family at the airport, and went
home by myself where | changed into a suit before heading out to meet the
company president in question. We were cutting it close in terms of timing but
we were able to successfully conclude a contract at the end of the day.

Sometime later, | went to pay Mr. A a visit. | wanted to thank him and ask
him a question.

“I’d like to ask you something. Why did you refer me to the company
president?”
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| first met Mr. A five years earlier. It was the year in which | had just
changed jobs and been hired by Prudential Life. While he indicated at the time
that he did not need insurance and thus did not enter into a contract for a policy,
I found myself fascinated by Mr. A, as | explained earlier, and would see him
from time to time. However, he did not introduce anyone to me even once in
that five-year span. | asked myself, “So why now?” Puzzled, | decided to ask
him point blank. Mr. A replied as follows:

“The truth is that I’ve been observing you for a long time.”

When | asked him to elaborate, he continued, “All sorts of people come to
see me—people from securities firms, banks, and of course, life insurance
companies. They all want me to introduce someone to them. You were the
same in the beginning, weren’t you? But let me ask you... Would you
introduce someone important to you to someone who had just switched jobs?”

In this way, | suddenly found myself being questioned instead. “I wouldn’t.
I definitely wouldn’t,” | replied.

“That’s right. When I first met you, I thought that this is a man who
conducts himself properly and works hard. He also seems trustworthy.
However, many people at insurance companies end up quitting and leaving
their clients in the lurch. I cannot entrust acquaintances who are special to me
to such individuals. When it comes to business owners and managers who
assume a great deal of responsibility, I am even less able to easily introduce
such people to you. It is for this reason that I’ve been observing you for a long
time.”

Business owners and management executives had been paying attention to
my eyes and expression

So Mr. A has been sizing me up all this time with his own eyes and came to
the conclusion that I could be trusted. On the one hand, | was terribly pleased.
On the other hand, | was scared as well. In looking back, | see that the higher
the rank of an individual in his or her company, the more inclined he or she
was to look at my eyes and expression rather than at the proposal form in his or
her own hands. The insight of such persons is exceptional. | once again
recognize that they are not interested in a bunch of words concerning the
product itself. Instead, they would be asking themselves such questions as
“How trustworthy is he?” and “To what extent does he engage in earnest
actions with a noble intent?”

It might seem like an exaggeration but | believe that many business owners
and management executives want to see how we live and the nature of the
mindset on which our lives are based. Mr. A and other business owners and
management executives receive all sorts of visitors coming just from financial
institutions alone. They also have excellent staff members under their
command. | am compared to all of them to determine the magnitude of the
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value that | represent. Without appeal or value, | will not be seeing such people
ever again. There have been many occasions on which | have felt frustrated
when someone has determined that | have not risen to the level where regular
interactions are justified.

In particular, when the other party is a business owner or management
executive, | seek to talk about matters that relate not only to sales but also to
my own stance with respect to work and my own vision and intentions. Why
am | engaged in this occupation? In what ways do | want to stay connected to
my clients? What are my plans for the future? What values have | discovered
through this job?

Insofar as | am a sales agent, it goes without saying that | pursue short-term
results in a quantifiable sense. However, when | think in terms of the long run, |
hope to value the encounters that become significant assets in my life even when
it is hard to tie them to numerical results. | would like to work hard in order to
have business owners and management executives identify values in me that are
appreciated. On the other hand, | would also like to study all sorts of different
subjects. | would like to interact for a long time with people—irrespective of
whether they are my clients or not—who can help me grow. To this end, I must
also continue to grow into the kind of person who is helpful to others. | want to
remain someone who continues to be regarded highly by others.

(7) A market balance that is optimal for me

It all started with a workshop for corporate insurance

At the time, | had only ever engaged in sales activities for individual
insurance policies. In my third year with the company, | began to think about
corporate sales. While | had done all | could in terms of such quantifiable
measures as the number of client appointments that | obtained, | realized that |
could not hope for any further significant leaps if I stuck to the same approach.
| therefore decided to start cultivating additional markets in pursuit of quality
in order to improve my performance through an efficient approach that did not
entail any increase in the number of sales hours worked.

Nevertheless, | was not introduced to many business owners and
management executives initially. If | can speak honestly, | was feeling quite
worried. My colleagues were securing corporate insurance accounts one after
another and landing large contracts. With a belief that | too would one day be
introduced to a potential corporate client, | devoted myself to increasing the
number of individual accounts under my charge.

My big break came when | sold an individual insurance policy to someone
who was serving as the head of a division at a printing company. After the
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contract was concluded to his satisfaction, he turned to me and asked, “So does
your company offer insurance plans for companies?” He indicated that the
company he worked for had recently begun to undertake a review of their
insurance needs and that the head of the finance division was not very
knowledgeable about life insurance. He then wondered whether | might be able
to provide some assistance. Believing that this was an opportunity to
differentiate my company from our competitors, | spoke to the head of the
finance division the first time that I met him: “I’d like to take this opportunity
to lay out some corporate insurance options and the means by which they can
be utilized. Could I ask for enough time to hold a workshop over the course of
three different sessions?”

Despite having made this proposal, | was in fact lacking in any sort of track
record with respect to corporate insurance and possessed little in the way of
knowledge in this area. | returned to the office, hurriedly spoke to senior
colleagues, and somehow managed to cobble together a script for a series of
three workshop sessions. The workshop was met with positive reviews by the
potential client, and | was even allowed to participate in a competition on the
basis of this performance.

This particular competition involved the participation of four companies.
From my experience, | was then under the impression that the differences
between products in terms of their appeal were not very significant. For my
presentation, | talked about the concept of Life Planners (“life planner-ship”) in
terms of what we believed it entailed. | emphasized that the way in which life
insurance is used after enrolment is important and that the provision of long-
running support by a single life planner is essential for ensuring that life
insurance is utilized in a meaningful manner. | stressed the importance of these
points for the audience. This is what | meant by the concept of Life Planners.
In the end, my proposal was accepted, and | was able to secure my first
corporate insurance contract signing.

My first corporate insurance contract was something about which | had
dreamed for a long time. The moment that this dream finally came true felt as
if the road on which | had been walking had suddenly widened. It felt as if the
scope of my work broadened in a single stroke. Your day-to-day work is
something that tends to be carried out in a routine manner. Efforts to expand
your outlook and intellectual curiosity in this context are an element that is
essential for maintaining your level of motivation. 1 can remember feeling
overjoyed in the certainty that | had evolved in this sense.

Since then, | have been steadily increasing the size of my corporate
clientele. My current ratio of corporate clients to individual clients is six to
four. When | deal with corporate contracts, | naturally interact with top
executives. For this reason, | am privy to valuable discussions and cannot help
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but be grateful each time for being able to work in such an advantageous
environment. In addition, | feel as if my goal of quickly becoming someone
who can be more helpful to such people is pushing me onto a higher stage.

An insurance plan that reflects the concern parents feel for their son

At the same time, | have to say that I really like individual insurance plans.
For me, they are essential in part because individual insurance plans allow you
to come into direct contact with the warmth of the human spirit. That | can
directly feel that 1 am helping my clients is also a positive point that is
exclusively associated with individual insurance plans.

| once met a young couple who had just given birth to a child. We talked
about how much money they can expect to pay for various expenses and when
such expenses will likely be incurred. On the basis of the details discussed, |
presented an optimal plan to address their needs. After | explained this plan,
the wife turned to me and said, “I can enjoy peace of mind with a plan like this.”

In fact, the father was initially completely disinterested in the idea of taking
out life insurance. Indeed, he was inclined to refuse to make an appointment
when we first spoke on the telephone. When 1 finally managed to meet him for
the first time, he took on a dismissive tone by asserting that he did not need
any insurance because he was still young. For my second visit to their home, |
also had the wife be present. By the time the wife indicated that she was
favorably disposed to the idea of taking out life insurance, the husband had
begun to show signs of gradually coming over to our view, for example by
making such statements as: “T’ll give you credit. This feature is actually pretty
good.” He then began to recognize the necessity of life insurance in the course
of verifying his love for his wife and child.

However, when | presented the amount of his monthly premium, he
scowled. “As expected, this is too expensive. I won’t go along with this.” He
was satisfied with the details of the plan but balked at the cost. The wife then
began to try to convince him. “It’s a really good plan so let’s enroll.”

She continued, “I admit that it’s not cheap. But listen. I’ve been
implementing a number of different ideas lately. To save money, | applied film
to the inside of the refrigerator in order to keep the cool air from escaping
whenever someone opens the refrigerator door. To reduce our water bill, | put a
plastic beverage bottle bottle filled with water in the toilet tank’. I turn off the
air-conditioner and electricity during the day. I’'m going to continue to try to
save money so let me take care of these matters.”

Upon hearing these dynamic words, the husband replied, “You’re right. ’'m

" A method of reducing the amount of water flushed each time by a toilet; works by
dropping a plastic bottle filled with water into the tank.
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thinking of quitting smoking, which means we could apply the savings from
that to my premiums, couldn’t we? Let’s see what we can do together. The
details of this plan would give us peace of mind, wouldn’t they?”

And so, an application was made before the end of the day. I sat silently to
the side while listening to the husband and wife discuss various matters. It was
then that I thought that | should definitely do what | can to protect these two
individuals.

I am currently in charge of approximately 2,500 contracts, of which 1,700
contracts are for individual households. No matter how high this number rises,
I remember every single discussion and conversation between and with
individual clients for which | was personally present. Whenever arrangements
are finally concluded, | feel deeply responsible for fulfilling my responsibilities,
no matter what happens thereafter, to clients who have decided to place their
trust in my hands and in the hands of Prudential Life. | feel compelled to do, as
much as possible, my absolute best for my clients, such as by listening to their
concerns and providing them with advice and information. It is my strong wish
to see my clients become happier through their interactions with me.

Let me tell you about another story. There was a child for whom an
insurance plan had been taken out. Upon becoming an adult, his parents called
me to see if they could have the contract legally modified so that the policy
would henceforth be in his name. | then visited his home. It had been twelve
years since | last saw him as a primary school student at the time the original
contract was signed. In that time, he had grown into an exceptional young man.

Facing the young man sitting next to his parents, | spoke to him, “This
insurance plan is something that your father and mother took out for your
benefit. It is something that was taken out when you were a young boy so that
you can feel reassured about your circumstances even long after you become
an adult. It is why this insurance plan is imbued with the love of your parents
for you. We’re going to transfer this insurance plan, which your parents set up
in the hope that will lead a bright and happy life, to you.”

As the son signed the necessary forms, | could see his mother wiping away
tears from her eyes as she sat next to him.

In this way, individual insurance plans are infused with the wishes of close
family members as expressed through the concept of life insurance. The
process of incorporating such wishes in order to enable family members to feel
as secure as possible is an important part of individual insurance plans. Our
biggest mission as Life Planners is to communicate the wishes of the
contracting party to family members in the unlikely event that a contingency
occurs and insurance money is accordingly paid out.
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Corporate insurance plans allow an expansion of the breadth of skills and
work in a company and are associated with plenty of opportunities to learn.
Individual insurance plans exude warmth and retain qualities that appeal to me
and allow me to feel that | am fulfilling a sense of duty. For me, receiving both
types of contracts in a well-balanced manner is ideal.

(8) Passion x skills x sincerity

Three important elements for sales
The formula corresponding to this section consists of the three elements of
sales that are most important to me for selling life insurance.

= Passion

It is not techniques that are merely clever that affect how clients feel.
People’s hearts are moved by brashness and single-minded devotion. For
example, have you not ever met a rookie sales agent whose skills and ability to
speak were not yet fully developed yet was someone whom you felt an acute
urge to support? And was he or she not effusive in his or her passion when he
or she said, “I definitely want to help you!” or “I want to continue working
hard at this job!”

In order to maintain your motivation at a high level even when things are
not going your way, it is important to firmly hold onto your dreams and plans.
And if you speak of such dreams and plans with passionate conviction, they
will be conveyed to and resonate with clients.

= Skills

It is natural that one possesses general skills, including skills for
communicating with people and skills for selling products. If you aspire to reach
a higher stage, however, more advanced skills will be needed.

In my case, | study such topics as business succession and inheritance each
year in order to be able to answer queries concerning not just life insurance
products but also social insurance schemes, financial planning, and taxation
matters. This often entails participation in outside seminars, which requires
substantial investments in terms of time and money. The more you raise your
level of expertise in a given area, the more you can differentiate yourself from
others. The more you refine your expertise, the higher the barriers to entry, such
that there will be a thinning of rivals. The acquisition of skills in new areas is
essential for branding yourself as someone whose existence is special for clients.

= Sincerity
| believe that sincerity is the most important of these three elements. It
determines how you can stand in the shoes of your clients and see every
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possible aspect of each issue.

In any industry, it is an effortless task for any first-rate salesperson to freely
use any style of oral presentation to convince a potential client that his or her
company’s products are good even when the products of a rival company are
superior.

For my own work, however, if a potential client’s current insurance plan
with another company is a better insurance plan for the client, the honest
communication of this truth to the client is the essence of sincerity. By taking
an approach based on this stance, | believe that genuine interactions can begin.

Relationships between my clients and me can be expressed as a formula.
Let us say that the sum of two people is always ten. A relationship between
equals can be described as five to five. If | were to act in the pursuit of my own
self-interest, my number would rise to six or seven while the client’s number
would decline to four or three. Next, multiply these two numbers together. The
resulting product describes the extent to which there is a relationship of trust.

Me x Client = Extent to which there is a relationship of trust
5x5=25
6x4=24
7x3=21

In this way, the more I pursue my own self-interest, the lower is the product
= extent to which there is a relationship of trust. A particular episode involving
a client caused me to learn about this formula.

A telephone call from the president of a bankrupt company

In around the third year with the company, | convinced the president of an
apparel manufacturer to enter into a corporate insurance contract. His company
employed approximately thirty workers. It was a big contract for me at the time.
About a year later, the president of this company called me to request a
cancelation of the insurance plan. When | inquired, it turned out that the
company’s cash flow situation had deteriorated. After my mind went blank for
a moment, | recovered and told the president that | would come visit him right
away. | immediately rushed to meet him in person.

I must confess that | was only thinking of how | might be able to prevent
the cancellation of the policy along the way. Arriving with a decidedly selfish
agenda in mind, | proceeded to explain various things according to a script that
I had gone over in my head while on route: “If you cancel now, you’re going to
lose money.” “You can use the surrender money you have accumulated to
cover your insurance premium.”

Having convinced the president, | succeeded in forestalling the cancelation.
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Relieved, | returned to my office and sat there by myself in the middle of
the night while reviewing what happened with this company. In my mind’s eye,
I could see the troubled face of the president and each individual employee in
the company and was keenly aware of the company’s dire current
circumstances and cash flow situation. What would | do if | were the
president? By answering this question honestly to myself, | concluded that the
cancelation of the policy was the optimal solution in this case.

It was just before midnight when I called the president of the company in
question and went to visit him.

“I told you earlier that you shouldn’t cancel your policy but let me take that
back. After considering the state of your company, cancelation is the best
option to take.”

We then carried out the procedures for cancelation right then and there.
Although | was not able to avoid the hit to my earnings, | keenly felt that | had
done the right thing. Half a year later, however, that same company
unfortunately went bankrupt when its business fortunes sagged even further. |
heard from secondhand sources that the deeply indebted president went on to
lose his home and family.

Around five years later, my cell phone rang one day out of the blue. It was a
call from the former president.

“Mr. Koyama, how are you doing? Would you like to meet and catch up?”

It was a familiar voice that brought back memories. After we met up in
person, he turned to me and said, “After what happened, | lost my company
and my family and hit rock bottom. But then, | made up my mind to try
launching a new company and succeeded in this endeavor.”

He then enrolled in a new insurance plan through me. While | was happy
with the contract itself, 1 was more impressed by the fact that the president
managed to claw himself back up from such a low point in his life to take on a
new challenge.

The president used to have policies with five different companies, including
Prudential Life and others to which his friends belonged. | then wondered, Why
did he decide to contact me? | later posed this question to the president and he
replied with an explanation that made me very happy.

“Well, insurance is difficult, isn’t it? I didn’t know anything when it came
to insurance back then and was completely at a loss as to what to do. | was at
the mercy of what various sales agents were telling me. Later on, I studied a bit
on my own and could understand what needs to be understood. | can tell you
that the best course of action for me back then was to cancel my policies. But
every sales agent | talked to convinced me to hold off on canceling my policies
by giving me reasons why I shouldn’t do it. In the meantime, I gradually lost
the surrender money | was entitled to on each policy. The only one who
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recommended that I cancel was you. So I told myself, ‘If ever there is another
opportunity for me to take out an insurance policy, I’'m definitely going to go
with Mr. Koyama.’”

Yet, when | recall how selfish | was when | was on route to see him that
time, | can almost feel a mixture of hot and cold flashes and sweat wash over
my face. If | had persisted with a selfish approach—in other words, with a 6 x
4 =24 or 7 x 3 = 21—to this matter, | would not have earned his trust.

The president refers other business operators in his network to me and
otherwise remains to this day a valued acquaintance.

When you engage in sales, there are often times when you might question
your own judgment. It is important to understand what perspective you should
assume when making judgments and the direction you should be facing when
you carry out your own work. All my doubts on these points disappeared when
the former president made me cognizant of the standards that apply to this case.

I learned a truly valuable lesson: the importance of judging things at all
times from the client’s perspective.
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Chapter 2: Setbacks and failures that caused me to determine that my
path was the path of a sales agent

(1) The moment a wall becomes a door

| felt like a failure shortly after joining the company

When I look back on my own life since | became an adult, | see that there
were numerous moments when my work style underwent a transformation.
The first time such a moment occurred was soon after | graduated from
university and started working for Recruit. This is because | felt like a failure
shortly after joining the company. It was when | clawed my way out of this
situation that | experienced a transformation.

| was appointed to a new business department involved in the reselling of
communications lines for NTT®. Sales pitches were based on an assertion that
clients could save money on inter-office telephones and reduce their
communication costs.

I came in first in a cold-calling competition held immediately after | joined
the company to get off to a brilliant start to my career there. Before long,
however, a prolonged period of agony began. At Recruit, the year is divided
into four equal periods (three months each) known as quarters. For each quarter,
quarterly targets are set. You are supposed to strive to engage in sales to
cultivate new clients in order to reach these targets. In my case, however, |
might call someone but was unable to obtain an appointment. Even if | visited
someone, no meeting ensued. | was mired in obscurity day after day.

All around me, colleagues who joined the company at the same time
secured their first orders one after another. | simply could not figure out what
was different between them and me. | was only one among twenty. Despite my
hopes to be the first to secure an order in the wake of my win in the cold-
calling competition, 1 was a cellar dweller and the farthest thing from a sales
leader. In short, it felt for a while as if | was wandering helplessly in the
wilderness.

In time, | could not even bear to look at people in the eye. Unable to set up
appointments, there was nowhere for me to go. There was a week when | spent
every day reading while riding the Yamanote Line® in an endless loop. Perhaps
I was not suited to this job. When 1 seriously began to address this possibility,
it suddenly came to me. Will a solution appear to me by mindlessly going

8 Nippon Telegraph and Telephone Corporation, or NTT is Japan’s leading
telecommunications company.

° Aloop line for trains that take approximately one hour to complete around the center
of Tokyo.
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around in circles like this? By riding the training in a loop like this for another
week, will anything change? The answer was “no.” | realized that if nothing
was going to change on its own, then | had no choice but to be my own agent
of change.

The territory to which | was assigned was not one like Otemachi or
Shinjuku that was home to a concentration of large companies. It was an area
that had been previously served by senior colleagues and that was home to
many small to medium-sized companies on the outskirts of Tokyo. | had
gradually come to blame externalities like the environment and others on my
predicament. My territory is poor. I can’t secure any orders because my senior
colleagues fail to give me helpful advice. I finally came to the realization that
nothing would change since, despite my situation being entirely of my own
doing, I was doing nothing but passing the buck to others.

| proceeded to probe further and confront my issues. Can | honestly say that
I have seriously worked these past few months to the very limits of what 1 could
possibly do? When told by a client that he would “think about it,” did I think |
was working hard just because | drew up some estimates and produced a
package of materials? Is it not possible that | have not gotten around to
properly meeting the people | need to meet? And thus, | understood that there
was always room to incorporate new ideas into my approach to the extent that
my current approach failed to yield any positive results.

More than anything else, | reflected once again on why | chose to join
Recruit. At long last, 1 knew that | made this decision because | had big goals
to chase. | did not have the luxury to be stuck pondering such concerns.

From that day onwards, | tried to adopt a top-down approach that entailed
the targeting of executives who were ranked higher than the people | had
previously been meeting. This had the effect of shortening the time | had been
idly spending waiting for a definitive answer. If | was turned down, |
relentlessly proceeded to focus on my next target. Since the scope of
prospective targets had expanded to an overwhelming degree, it was hardly
surprising that I was engaged in more business talks than before. Whereas |
had previously spent any free time in the course of my day riding the
Yamanote Line or relaxing in a café, | was now inspired by my commitment to
change myself to immediately begin cold-calling prospective clients. | could
see that I had begun to change in certain ways.

I secured a huge order by prevailing over a competitor

One day, | was out to see clients when an appointment was canceled,
leaving me with some time on my hand. While | might have previously killed
time at a café or bookstore, |1 gave myself only thirty minutes that day to
engage in cold-calling activities. It just so happened that a listed company that
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| cold-called that day was in the process of comparing options offered by
different companies. This was an opportunity that | could not pass by.
However, the other company’s proposal in this case was cheaper, such that we
would have lost in a normal match-up of bids. | therefore wondered whether
we could reasonably compete in other ways.

In a case like this involving a service that could reduce the costs of inter-
office communications, a user calling another user in the same company would
dial a number of digits and then enter the extension number of the other person.
However, you might expect that many people find this to be a time-consuming
process. If the steps involved in entering the extension number of the other
person could be set up in a speed dial function, usability of the system is
improved. Unfortunately, unless attention to this function is thoroughly
brought to the entire workforce of a given client, it is hardly ever used, thus
becoming meaningless to any client who has taken the trouble to adopt it.

Since this was a product that gave rise to a revenue stream through its use
subsequent to installation rather than a service that would mean nothing more
to us once it was adopted by a client, | decided to focus on this point. Failure to
use this product negatively affected not just Recruit but also clients who
wished to reduce their communications costs. In this connection, | had a female
staff member in charge of customer support accompany me on a presentation |
made to this client.

I concede that our competitor is cheaper than we are. However, unless this
product is used by everyone in the company, these cost savings will not be
realized. The way you go about setting up this product after it has been
introduced is very important. Allow me to work to educate your workforce
together with my female assistant on how you can take full advantage of our
product. We will produce posters and other such tools and hold lectures on
how to use this product during your morning meetings. In the unlikely event
that data collected after three months reveal that this product is not being used
much, we will be happy to undertake another education campaign within your
company at that time.

After | completed this pitch, my female assistant specifically explained how
our educational campaign would be organized. Our presentation was
supplemented by educational tools created on a mock-up basis by my assistant.
I succeeded in prevailing over our competitor despite being at a disadvantage
in terms of our fee. In fact, this one large order set a new record and helped me
to vault over all other salespersons in my division for that quarter.

At the time, a particular perk was offered to most clients whereby Recruit
would assume the five million yen cost of initial construction work. The fact
that this perk was not provided in this case was also a point of intense interest
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among observers in the company. Instead, | let the prospective client
understand that, since it would pay a certain amount less each month in
communication costs, the five million yen cost of initial construction work
could be recouped in a certain number of years and months. | followed up on
this point by arguing that it was especially for this reason that it was important
for the service to be used and that it was important to give us the chance to
educate the client’s workforce on the use of the service.

The notion of focusing more on the subsequent use of a product or service
by a client than on the adoption thereof and the mentality that one should seek
to satisfy clients based on the contents of a product or service rather than by
offering perks and freebies remain essential elements of my current approach
to sales.

Consequently, | was also selected MVP among salespersons that year. If |
had not taken a moment during that difficult time to impulsively visit, on a
cold-call basis, a building that | glanced up to look at, it would have been an
order that never happened. | remember how profound it was to think that the
step | took then out of a strong desire to change led to the result that occurred.
This result bolstered my self-confidence in a huge way and made me realize
such contracts were also within my grasp if | were to work honestly and hard.

A law of attraction for meeting good people

So why did I choose to work for Recruit in the first place? | joined out of a
desire to someday run my own business and to acquire the expertise required to
make that desire a reality. To that end, | needed to accumulate a considerable
amount of experience—inclusive of failures—and absorb whatever | could
learn and acquire for myself. It was around this time that | began to recognize
that it was acceptable for me to use Recruit business cards to meet people |
wanted to meet and to take advantage of the possibility of using people,
information, and other company resources to maximum effect. | was also made
profoundly aware of the fact that nothing would change if | blamed everything
on the environment and other people. Rather than expect that things around me
might change for me, | could not hope to change if | failed to evolve and
transform. If everything had been smooth sailing for me from the beginning, |
do not believe that this awareness would ever have emerged.

When you take steps forward out of a desire to change, you need an
enormous amount of courage to take the first step on this journey. However,
once this first step has been taken, the second one will be slightly easier to take.
As you proceed to the third and fourth steps and beyond, you will pick up the
pace and your journey will become progressively easier to undertake. And
when you proceed with motivation, you will inexplicably encounter good
people and begin to see things you had never before seen in your life. | felt that
there is an undeniable law of attraction for meeting good people: if you possess
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dynamic energy, you will be able to meet others with similar energy.

When you resolve to do something and actually go out and do what it is you
resolved to do, you can imagine that a different door is opening. Running into
difficulties is often described in terms of running into a wall. Yet, whether you
regard this as a wall or as a door is a matter of perception. When you are
anxious and feeling troubled, you might see nothing but a wall. However, if
you endeavor to deal with difficulties out of a belief that you can change, that
wall will suddenly appear to you as a door. Any wall that has made you feel
frightened and anxious will simply give way to unveil a different world if you
allow yourself to take it on with boldness. This is the essence of what | feel
with respect to this rule.

Make your own opportunities and change yourself through these
opportunities.

This was Recruit’s company motto back then and remains my own motto to
this day.

(2) Prepare to live by renouncing the need for stability

I wanted to test myself at Recruit

Mr. Koyama, why did you change jobs?

Ever since | switched from working for Recruit to working for Prudential
Life, I have been repeatedly asked this question by old acquaintances, current
colleagues, and clients. Since this job change was for me the biggest phase of
my life, | would like to touch upon it here in part because the catalyst for my
job change is a huge factor behind what has made me what | am today.

After | joined Recruit fresh out of university, | twice seriously looked into
the idea of switching jobs. Amazingly, my destination in both cases was
Prudential Life.

In 1986, the year I, as a university student, was quite busy looking for a job,
the bubble economy was at its peak. At my university, | belonged to the
athletic association’s kendo club and served as its second-in-command.
Thankfully, | was rather free of hardships and was free to pursue my own
activities. | received informal job offers from three different city banks and
commercial firms. While thinking about which one | should accept, | was
contacted by a friend from high school one day.

He had joined Recruit a year ahead of me since | had taken a year off to
prepare for my university entrance exam. He invited me to try working at his
company on a part-time basis. After several shifts, | came to develop a positive
image of Recruit, a company with which | had not been very familiar
previously. | came to understand that the company seemingly cultivated
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numerous new businesses one after another. In my mind’s eye, it appeared as if
an employee would be delegated more and more responsibilities in accordance
with a merit system. Many young employees were full of vigor and the entire
workforce was brimming with dynamic energy. In the course of observing this
environment, | began to feel a desire to work for Recruit and to see a job with
Recruit as being ideal.

At the same time, | was reluctant to turn down the informal offers | had
already received. Whenever | looked into my career options with banks and
trading firms, however, a certain problem would consistently come to the fore.
This is the recollection that I had failed my own university entrance exam. That
I was ultimately unable to attend my preferred university and ended up at a
university that | had not planned to attend negatively affected my self-esteem. |
felt that, if | decided to join an enviably prestigious major bank or trading firm,
I might not be able to prevail in an environment in which one’s educational
background was an important part of one’s identity. Moreover, a part of me
was strongly motivated to overturn the stain of having failed my university
entrance exam and put myself back on a winning course in life.

I believe that the emergence of this motivation coincided nicely with my
exposure to Recruit. Where can | put my own abilities to good use? Where can
I work with vigor? Where can | challenge myself on my own merits? Upon
taking these questions into careful account, I decided to work for Recruit.

This was also deeply connected to my future dream. At the time, | dreamed
of starting and operating a new business someday by dynamically harnessing
people, goods, and organizations. In the late 1980s, major companies and other
such enterprises were interested in starting businesses that could constitute
pillars for future management, such as by liberalizing financial instruments and
communications, promoting progress in the area of biotechnology, and making
forays into overseas markets. The term in-house ventures™ and other such
terminology became popular around that time. After reading the novel Fumao
Chitai (written by Toyoko Yamasaki)™, | felt that | wanted to begin something
new and to have the kind of job that can have an impact on society in the
manner described in the novel.

I had a gut feeling that Recruit was a company that would allow me to
obtain the know-how | would need to realize my dream. | also believed that

191t refers to organizational entities that reside within large established companies. In
general they’re established based on a corporate strategy to motivate its employees to
be innovative and to create an environment wherein such employees can pursue new
ideas with the company’s full support. Internal Corporate Ventures.

™ A bestselling novel that depicts the story of an employee of a trading firm who deftly
wheels and deals in postwar Japan.
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Recruit would allow me to experience what it would be like to engage in work
through which I could contribute to society and have an impact on society.

I ended up working for Recruit for a whole decade. As | explained in an
earlier section, | experienced a rather significant setback shortly after joining
the company, but | was able to obtain sales expertise, learn how to put together
projects, and otherwise grow in all sorts of different ways in the ten years that |
was with Recruit. My current approach to work is replete with many aspects
that | had cultivated during my time with Recruit. Recruit gave me a wide
range of experiences and environments, such as through my involvement in
new projects and businesses and my time as sales manager with thirty or so
members under my charge.

The path to transforming a zero into a hundred

When | was twenty-eight years old, | was contacted by Prudential Life. It
was after passing a recruitment exam that | first gave serious thought to the
idea of changing jobs. | felt something akin to ambition in that | wanted to see
how far | could harness my own sales abilities beyond the sphere of influence
cast by Recruit. 1 was also drawn to the idea of working on a full-commission
basis. However, | completely lacked any interest in life insurance back then.
What would it be like to sell something in which you have no interest? | felt
that I might soon tire of such work and that I might be better positioned to take
on various challenging jobs with Recruit, where | expected to have the
opportunity to engage in new projects through internal transfers and
appointments. If | stay with Recruit, | will be able to grow and evolve as a
working member of society. This was the conclusion | reached after much
contemplation at the age of twenty-eight years.

Five years later, there was an opportunity for me to attend a cross-industrial
meet-up held exclusively for management executives and business owners.
While it was not the sort of event that a salaried employee like me would
normally attend, | went as the invited guest of a management executive who
was a client of mine. A social gathering was held after a workshop and the
conversations | partook in at this event were a culture shock for me.

Up until then, I was rather proud of myself, having won numerous company
awards, become manager before any of my 800 colleagues who joined the
company at the same time*”, and contributed in no small way to the

12 Japan’s hiring practices particularly for new graduates are rather unique. A large
number of such fresh graduates are hired simultaneously once a year. During the
bubble economy, a large corporation such as Recruit hiring hundreds, or sometimes
nearly a thousand, of newly graduated students at one time was not uncommon.
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development of projects that have yielded ten billion yen in sales. | felt that |
had done rather well for myself in contrast to others in my generation in the
world at large. Yet the perspectives and caliber of conversations of the
management executives and business owners in question that I met on that day
were on a completely different level from my own accomplishments.

I perceived the biggest difference in their preparedness and resolution. They
possessed an extraordinary amount of preparedness and resolution needed to
run up to the absolute edge of their world while staying alive and bearing risks
at all times. Some spoke of mortgaging their homes while others spoke of
spearheading the cultivation of clients from early morning until late in the
evening. A company president put everything on the line to hire someone he
believed to be exceptional. One owner indicated that the path to survival was
so cutthroat that his company was compelled to deliver products even a minute
earlier than its competitors. The level of preparedness and resolution required
to take on challenges with an outlook that is always extended five or ten years
into the future elicited my respect and violently disrupted my spirit.

For example, I might be involved in a project right now with Recruit.
However, if this project somehow fails, what exactly will happen to me?

In the case of a salaried employee without employees of his own, he would
be subject at most to a transfer. The thought that he might lose his home is
inconceivable. However, what if | were a business owner? Failure would result
in the loss of my home and quite possibly even the disintegration of my family.
In contrast, I am promised a secure position and protected by my company.
This is one of the advantages to being a salaried employee. Yet, is it really fine
to be protected within this cocoon of security and comfort? Do human beings
not actually grow and evolve when they feel a sense of urgency or when they
have their backs to the wall? These suspicions began to emerge in the back of
my mind.

Many management executives and business owners used to be salaried
employees. Almost every last one of them renounced his or her cushy life and
boldly chose to take on a challenge. | was made very much aware of the fact
that | did not possess this level of preparedness and resolution. | can meet
people | wish to meet because of my Recruit-issued business cards. If | merely
presented business cards with only my name printed on them, | expect that |
would be in over my head in most cases. These business owners are willing to
stake their lives on brands with no profile in society. They have chosen to take
a path that involves taking a zero and turning it into a hundred, a decidedly
more difficult task than turning a hundred into ten thousand.

I reflected once again on the environment in which I found myself. | was
surrounded by good members and my pay was decent. There was nothing that |
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could consider a point of dissatisfaction in my comfortable workplace.
However, in order to properly spend my valuable thirties, would it really be
acceptable to let myself go soft in such lukewarm water? Will 1 end up
completing my life as a frog in this well*3? It was just around the time that
these questions were swirling around in my head that | received a second
phone call from Prudential Life.

(3) Itis when you want to change that you should avoid seeking advice

A client’s first words to me were, “Don’t do it.”

When | received my second phone call from Prudential Life, | declined by
indicating that I had already turned them down the previous time. However, as
this call happened to coincide with the emergence of doubts over my then
current situation, | decided to listen to what they had to say. | then began to go
back and forth in my own head over the issue of changing jobs. On the one
hand, | wanted to approach life by resolving to renounce the need for stability.
On the other hand, the thought of bearing risks was frightening. To be honest, |
was full of fear.

I was also concerned about how | would explain my decision to my
colleagues at Recruit as we had just been excitedly discussing our plans for the
next year and for projects that we aspired to undertake ten years later.

However, as | had always dreamed of running my own business, | decided
to switch jobs and go work for Prudential Life. Even though my new job did
not equate to being a sole proprietor, it was no doubt closer to my dream than
my old job had been in that | would be able to exercise full control over hours,
money, and other variables on my own.

| finally strengthened my resolve to achieve real growth by throwing myself
into circumstances that would result in utter failure if you were to proceed in a
nonchalant manner and that are rife with risks from which there was no going
back. A new motivation to master risk management consulting from various
perspectives for clients in order to go beyond the mere selling of life insurance
policies had emerged. This is the decision | arrived at approximately a month
after | received the call from Prudential Life.

I had only one regret; | would be leaving behind members who | had been
exhorting to work hard as a team. In the section to which | had belonged, there
was a tradition whereby a so-called completion party was held on our floor at
the end of each month and for which various members give a toast. | could not
bring myself to show my face at the meeting held a month prior to my job

13 One who is inexperienced in the ways of the world; possesses a narrow way of
thinking and a limited pool of knowledge and is not familiar with the wider world.
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change. | spent time alone until the party came to an end by the river that
flowed alongside company premises.

| subsequently went up to each member, bowed my head, and tried hard to
convey my intent to work hard towards realizing my goals. Although saying
farewell can be hard, the members in question all understood my decision and
expressed their moral support as | embarked on my new start in life while |
resolved to move forward in a way that would not cause me to be embarrassed
in their presence.

At the same time, | was also feeling insecure about changing jobs and
sought out the advice of someone just once. In the first place, | knew nothing at
all about the life insurance industry. In addition, all of my acquaintances were
already enrolled in an insurance plan. Many people around me in particular had
already taken out a Prudential Life’s policy, such that I wondered whether I
would be able to cultivate new clients.

In this connection, | told a trusted client that | was thinking about changing
jobs and joining a foreign-affiliated life insurance company. His first response
was “Don’t do it.” He was definitely against the idea of changing jobs in my
case. Most people already have an insurance policy. There is no pressing need
for you to switch jobs. I faltered momentarily. Perhaps what he was saying
made eminent sense. Was my decision actually correct? It goes without saying
that I also had doubts about my income. Was it acceptable to make such a bold
decision while supporting a wife and child? Could one live on dreams alone?

However, | decided to steer my thoughts back to the starting point. Wait, so
why did | want to change jobs? The answer was clear. For my own growth.
And to realize my dream of operating a business. Did | not decide to make my
way through a thorny path even if | had to bear certain risks towards this end?
The outline of a blurry frame was gradually beginning to be revealed with
startling clarity.

If there is a goal that you have chosen on your own, you have no choice but
to go for it no matter what others may say. | realized that to choose your
actions means that you have also already selected and decided on your fate, or
goal, at the same time. Ultimately, it is a simple matter of whether you will do
or not do. As long as you possess an unwavering conviction, you should be
able to achieve any ideal. It was the moment when | felt myself incorporating
the notion that, if you really want to change, you will come up with the answer
on your own despite any difficulties you may encounter, such that there is no
need to seek the advice of others.

When everyone urges you to do it, | cannot help but wonder whether such
words of encouragement come to an end, in one sense, at the moment they are
spoken. Conversely, opposition might reveal that it might actually be worth
doing.

If you fail after doing something in earnest, you only need to think about
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the implications of failure when it happens. | came to believe that avoiding a
challenge out of an aversion to risk is itself a risk.

You cannot maintain motivation with just a good level of pay

| have already mentioned that | seriously thought about changing jobs twice
in my life. In addition to these moments, however, | also occasionally received
invitations from companies operated by clients and from colleagues and friends
who started their own businesses. | would like to touch on what made me
choose Prudential Life over all of these other options.

As with the job-search activities |1 undertook during my fourth year of
university, it is undeniable that an environment where | could work most
dynamically was something that I prioritized greatly.

What made Prudential Life stand out for me was the eloquence with which
the values and meaning of the work of a Life Planner were emphasized to me
from the outset. The very essence of the job that is carried out by a Life
Planner resonated with me in terms of answers to various questions. Why is life
insurance needed, to what extent is life insurance important for enabling
someone to live happily and with peace of mind, and to what extent is the job of
a Life Planner who stresses the necessity of life insurance one that can be
performed with pride?

To be honest, the full-commission system offered by Prudential Life, which
would allow my own performance to be directly reflected in my pay, was
something that also appealed greatly to me. This was because | wanted to test
myself. In fact, most of the other foreign-affiliated companies that reached out
to me first presented pay proposals by indicating that | could expect to receive
a certain amount of pay for doing a certain amount of work. However, | did not
believe that such inducements alone would have sustained my own motivation
for very long. If | could not answer key questions—Why am | working? To
what extent can | find value in my job?—to my complete satisfaction, it would
not be long before | hit a wall. | felt in my heart that what | needed to continue
maintaining passion, a desire to improve myself, and an eagerness to take on
challenges was to be found somewhere else. That | came to realize that this
was to be found in the goal | set for myself—in other words, the desire to
realize my dream—and that this was the field in which I could realize this
dream, which was the decisive factor behind my eventual decision.

In addition, | underwent what might be seen as the destiny of company
employees everywhere in personnel shuffles and changes in my area of
responsibility in response to changes in internal sales strategies once every two
or three years at Recruit. At such times, my favorite clients would sometimes
joke with me. “Mr. Koyama. If you’re no longer our representative, maybe we
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should cut our ties with Recruit.” To be removed from a file after | had worked
hard to build up a working relationship of trust felt like an act of betrayal
against my clients and was something that | quite frankly hated. My desire to
maintain, wherever possible, indefinite relationships with my clients grew
stronger with each passing year and was something that was also offered to me
by Prudential Life. This is because | would not need to undergo job transfers
and could remain in charge of client files without a need to have someone
replace me in this role. While typical companies might inconvenience clients
by changing persons in charge of files every time a personnel shuffle is
undertaken, I could avoid this at Prudential Life and advocate on behalf of my
clients and be someone they could rely on whenever they needed assistance.
This desire became a settled conviction in my mind.

In this way, my never-ending challenge began as | bid farewell to my stable
life as a salaried employee.

(4) Quantity over quality in the beginning

| took three days off in total over the course of three years

These days, | take a day or two off from work on the weekend to engage in
a hobby and holidays several times a year to enjoy trips with my family. The
first three years after | changed jobs, however, | took a single day off each year.
I was constantly on the move to such an extent that | could hardly spare a
single minute or second to relax.

At Prudential Life, the first two years of employment are treated as a
training period. The full commission-based system of pay comes into effect
after this twenty-four-month period comes to an end. Until then, you are
expected to undergo training. With the intention of adding another year of
training to this period, | decided from the outset to engage in a mad dash for
the finish line. As they say, “Sitting on a rock for three years will bring
enlightenment.”** Since | was planning to continue this job for the rest of my
life, | wanted to lay down a solid foundation for the rest of my career at its
inception. With this in mind, | regarded this three-year period as a critical
contest in my mind.

At that time, | believed that quantity was of primary importance since it was
my understanding that quantity was clearly more important than quality as a
concept that is often referred to with respect to work.

| felt the same when I joined Recruit. There was a cold-calling competition
that began on my third day with the company. For this competition, new
employees are subject to a customary ritual whereby they cold-call companies

4 Success will come to those who persevere as sitting for three years on a (cold) stone
(will make the stone warm).
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within assigned territories and receive business cards from company
representatives. Points are awarded according to the rank of the person from
whom a business card is received. Points are tallied after three days and the
winner is the one with the most points. I came out on top among twenty
newcomers in the section to which I belonged. | reckoned that my decision to
come out with guns blazing proved effective.

A person can decelerate later easily enough but will find it rather difficult to
accelerate instead. | gradually came to realize that you might not be able to
secure another point if you fail to begin a race with the fullest measure of your
effort.

This can be seen in someone who practices fielding a thousand ground balls
in baseball. The extent to which you can repeatedly engage in practice sessions
by pushing yourself to the limit is the key. By training in such a fashion, your
legs and hips will become strong, your ability to judge the play in action and
your vision will be refined, and your sensitivity will be honed. In any set of
circumstances, the process of generating a foundation is a matter of quantity. In
any realm in which you are not yet able to distinguish your left from your right,
the idea of suddenly pursuing quality is a pipe dream. | believe that the
accumulation of successes and failures through the pursuit of quantity will give
you the experience necessary to enhance quality.

Thus, in accordance with this pet theory of mine as cultivated during my
time with Recruit, | was determined to simply run for all 1 was worth when |
began my new job. In fact, however, a problem that defied any attempt at a
quick and simple solution arose.

After completing a one-month long classroom course, new employees
finally begin their first month in which they can engage in sales activities.
Meeting as many people as possible during this time is exceedingly important.
Accordingly, a new employee sets his or her own target in terms of how many
contracts he or she can secure. Each day is a busy one with appointments to be
attended each hour from eight-thirty in the morning to night. An employee can
expect to arrive back at the office at around ten or eleven in the evening every
day. And of course, an employee cannot simply go home immediately after
returning to the office. Preparations for sales for the following day and beyond
will also need to be carried out, such as by producing materials. You are
usually finally ready to go home at around two o’clock in the morning. Of
course, the trains have long since stopped running by this time. Since | did not
live in the city, it would have cost me at least 20,000 yen to take a taxi (my
eyeballs were popping out of my head when I first found out the cost of a taxi
ride under these circumstances). While | also slept overnight on company
premises from time to time to save money, | would wake up not feeling rested
at all at those times. Even if | bit the bullet and took a taxi home, | hardly had
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any time to sleep and was required to wake up early in the morning to go back
to work. It was such that | felt that | could not realistically maintain this
lifestyle for much longer.

In this connection, | decided to rent out a temporary dwelling located a
stone’s throw away from the company. Despite its great location, it suffered
from a lack of a television set and an occasional infestation of cockroaches, as
well as from being a dilapidated old apartment building with considerable
drafts. I arrived home every night at two or three o’clock in the morning to a
unit that took fifteen minutes to warm up after turning on the heat and left
every morning at seven to produce materials in the office. | slept for about four
hours a day.

| asked my wife, “Sorry but let me work hard without taking any holidays
for just three years. Please endure for three years.” Friday evenings, | brought
home my extra clothing on the last train. On Saturdays and Sundays, | was
busily engaged in securing appointments. Every Monday morning, | returned
to Tokyo with a load of clothing to last the week. Over the course of three
years, | continued this lifestyle and took a grand total of just three days off
from work.

I am often asked by astonished people to explain just how | was able to
maintain such a lifestyle for so long. However, not once did | feel exasperated
by my lifestyle. I will admit that | felt sleepy every now and then. To meet all
sorts of people, speak with them every day, and have them conclude contracts
for life insurance policies was a stimulating way to live. Fortunately, | believe
that my ability to conclude between 220 and 276 contracts a year at a pace that
I initially set for myself helped me to maintain my level of motivation. In any
case, | considered each day to be highly fulfilling and productive.

“Papa, don’t leave. Let’s play.”

In addition to obtaining savings on cab fares and gaining more time to sleep,
this way of living yielded more significant benefits. One was an ability to
concentrate only on work for almost twenty-four hours a day. Another was an
ability to once again prepare and assume, to a great degree, a resolute stance.

While I had already assumed a resolute stance when | made the decision to
change jobs, my refusal to beat a retreat through my idea to live in a temporary
dwelling required additional resolve. As I indicated earlier, | had asked my
family to wait just three years. “In three years, I’ll make sure to return to a
regular lifestyle that will allow me to commute normally from home. I’ll set
aside time for my family. In order to build up a foundation to fulfill these
promises, | need three years of concentration.” | had my back against the wall
in that |1 would have to honor these promises as a matter of principle in three
years. This made me once again aware of my own resolve.
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Knowing nothing of my situation, my children (then five and two years old)
would stand by the foyer of our home as | was getting ready to leave for work
despite it being the weekend and implore, “Papa, don’t leave. Let’s play.”
Faced with such wrenching words, | still had to leave for work and bid
goodbye to everyone. To go this far while experiencing such hardships
required that I rouse myself to action by vowing that | would hang tough no
matter what happened and that 1 would see to it that my own goals would be
met.

The lifestyle that | went through in the beginning certainly formed the basis
of my current career. If | were told to go through all of that again, I would find
it impossible to do so. | would never want to experience that ever again. It was
only possible because it all happened in the beginning. The extent to which you
can do things in the beginning to the limit of what you can tolerate will have a
huge impact on your life later on.

This three-year period was a challenging time that required considerable
resolve on my part. Some people asked me whether it was not too long to go
three years at full tilt. Three years might indeed be too long. I tell them I set out
to step up my game with each passing year. The first year, I'm going to try this
hard. The second year, I'm going to take it up a notch to this level. The third
year, I'm going to aim a bit higher and get to this level. (Incidentally, | mainly
set up numerical targets for the first two years. For the third year, | focused
more on the contents and quality of my work in cultivating new markets and
seeking to attain other such targets.) By taking this approach, | never felt that
things were difficult or that the road ahead was arduously long. Armed with
targets in mind, | was able to concentrate on steering myself in only a forward
direction.

| definitely do not consider myself someone who is mentally stronger than
others. After all, just thinking about how I used to stay curled up in my cold
room with no television and without removing my coat until the temperature
rose sufficiently enough not to freeze almost brings tears to my eyes even now.
What is important is to focus on quantity at first, to maintain your resolve, and
to continue doing what needs to be done in order to form important habits.
That is all there is to it.
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(5) The courage to change your style

Something my wife blurted out when she was at her wits end

I have already written about the changes | underwent back when | was a
new employee at Recruit. There were also a number of times when | changed
my way of thinking after I went to work for Prudential Life. The first time this
happened was in the middle of my second year with the company. By this time,
I had managed to establish my own pace to a decent extent and was doing well
enough that I was winning company awards. Nevertheless, | felt insecure and
troubled. Without weekends off, | reckoned that | had reached my limit and
could not possibly do anything more in terms of quantity. With a desire to
advance to the next stage and a desire to aim even higher in a numerical sense,
I became mired in feelings of frustration and impatience. Naturally, | could
continue to engage in the same approach to work and expect to reach my goals.
If I could not improve in terms of quantity, then I had no choice but to improve
in terms of quality.

As these concerns were weighing down on me, my wife erupted out of
sheer exasperation one day. While | may have asked her to bear with me for
three years, it was no doubt quite stressful for her to raise two small children
aged five and two years on her own without a husband by her side. Her daily
concerns had to be resolved fully on her own. “How much longer are these
conditions going to persist?” She proceeded to talk as if the floodgates had
opened. She went on to indicate that she did not think things would get this bad
and could no longer tolerate her situation.

Of course, | understood completely. However, | had been working hard
while tolerating extremely difficult circumstances myself. | did all this to build
up a foundation for securing the happiness of my family in three years’ time. In
part because | was dealing with an occupational dilemma at the time and was
feeling quite anxious about its resolution, | blurted out in a tit-for-tat manner,
“Who do you think I’'m working this hard for?”

“Don’t you dare say that it’s for the family. You’re just working hard for
yourself.”

Boy, did she ever hit the mark on the head with that comment. When | had
time later to think this matter over with a clearer head, |1 came to realize that
my wife was correct. Despite claiming that my actions were being carried out
for my family, | was focused solely on fulfilling goals that | had set for myself.
| wanted to achieve record-breaking results as quickly as possible. | wanted to
go on to the next stage as quickly as possible.

Although 1 did in fact want to make things easier for my family and
eventually make time for my family, | had not actually thought about what |
needed to do and from when such actions would need to be taken for these
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purposes. | was always prioritizing my own goals and pride. | feared that any
time | took away from work would result in lower performance results. The
argument I had with my wife prompted me to recognize that a failure to change
would destroy my family and to seriously consider how | should change my
approach to work.

I also felt pangs of guilt when | played catch with my five-year-old eldest
son, who so desperately wanted to play with his father. Thinking that this was a
unique chance that I might not have again for a while, I took my son out to
play catch for just fifteen minutes while waiting for dinner to be served when |
happened to go home in the evening one Saturday at a time when | could not
afford to take any time off work. Before | knew it, however, the sun had gone
down and our surroundings became dark. Because we could no longer see the
ball, we moved to a spot under the street light. Soon afterwards, it was
suppertime. When my son turned to tell me that he wanted to play when it was
lighter outside next time, my heart ached. | felt a strong urge to make more
time for my own son.

Thus, | decided to start cultivating a market of corporate clients in order to
figure out how I could improve my performance while reducing my hours of
work. While | had previously thought about selling to corporate clients, | had a
hard time receiving referrals from the president of the company and was
feeling quite anxious about this matter. In this connection, I did a number of
things that I did not previously do. For example, | participated in workshops
whenever there were interludes in sales that | could advantage of, studied
topics that | should know in order to sell to corporate clients, and deepened ties
with people that appeared to engage in jobs that involved personally interacting
with business owners and management executives. | will discuss the
cultivation of this market in greater detail in a later chapter.

Advice from a titan of the insurance industry

I also encountered another big factor for change. At the end of my third
year with the company, | attended a global conference of the Million Dollar
Round Table (MDRT). The MDRT is an association constituted yearly of the
top-earning life insurance and financial service professionals who have
satisfied certain performance criteria from around the world. | gathered up my
courage to attend a meeting of members of the Top of the Table (TOT), a tier
of qualification for the MDRT that requires performance criteria six times
greater than those applicable to the MDRT to be fulfilled. | was the only
Japanese person sitting at that table. At the time, | participated as a member of
the Court of the Table (COT) (a tier of qualification that requires performance
criteria three times greater than those applicable to the MDRT to be fulfilled).

| was asked by one of the highly charismatic members of the TOT to
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describe the kind of market in which | operate. When | replied that I only sell
personal life insurance, they were extremely impressed to see that | had
managed to join the COT under those conditions. This is because most people
whose performance is exceptional enough to qualify them for membership in
the TOT or COT deal with not just life insurance but also investment trusts,
non-life insurance policies, and various other financial instruments. The
questions continued.

“So how often do you take time off work?”

“One day.”

“I see, one day off a week?”

“Not quite...”

“No way. Are you telling me you only get a day off each month?”

“No, just one day off a year.”

It goes without saying that this set off quite a stir among those who heard
my response. “You won’t last very long with that approach!” There was
serious concern over my well-being.

I was then asked how many assistants | had. When | said zero, an American
immediately started talking about himself. “Last year, | took 160 days off. |
worked for 200 days. Every year in January, we sit down as a family and
decide on where and when we will take our vacations. The rest of the year, |
work. Even though | prioritize my family and my holidays, that doesn’t mean I
can allow my numbers to fall. If anything, | have to make sure they go up.
Strategy is all about figuring out how you can work in a way that can ensure
that your numbers will go up. | currently have a staff of five assistants. One of
them compiles lists of prospective clients. Another makes appointments.
Another produces materials. Another drafts letters of appreciation and other
types of communications. Everyone has a role to play. This is what it means to
manage.”

He let me know that | could not do much more with my current approach if
I wanted to aim higher. It would be better, he said, to effectively utilize
assistants and use the time saved to spend time with my family, cultivate new
markets, or formulate strategies for getting to the next stage.

Since | was going through a period of gloomy introspection at the time,
these comments threw me for quite a loop. At the same time, | felt uplifted on
receiving such incredible tips. | was bursting with excitement on the plane ride
home and forgot to sleep, so dedicated was | to putting together a strategy for
my future. | described my work in full in a notebook and checked off only
those functions that | absolutely had to do myself. In other words, those
functions that 1 did not check off could all be delegated to others. My job was
to formulate strategies and meet with clients. By asking others to take care of
everything else, | could make time for myself. Next, I pondered how I could
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use this time that | would be making for myself. | worked out scheme after
scheme and decided in short order to hire assistants.

From that time forth, 1 changed my approach to work by attending
workshops and paying visits to business owners, management executives, and
certified tax accountants.

In going slightly off topic, there is a bit of a sequel to this tale. | found out
later that the man at the global gathering of members of the MDRT who had
given me advice was none other than Tony Gordon, a veritable titan of the life
insurance industry. Not realizing the stature of the man at the time, | simply
allowed the advice | was receiving to have a profound impact on me and
formed a desire to someday join the ranks of people like him. In 2006, I
qualified to join the TOT and went to attend a meeting in the United States.
There | met Mr. Gordon and was able to apprise him of what | had been able to
accomplish. “It was thanks to your amazing advice back then that | was able to
succeed to this extent.”

Going back to the topic at hand, it takes courage to revamp the approach to
work that you might have spent all this time developing. Yet, | believe that as
long as you have clearly outlined your goals, you will definitely generate
results by taking a step forward. And if you continue to take on challenges for
all you are worth, even failures can be harnessed for future growth and your
ability to detect favorable opportunities will be enhanced. You should be able
to seize proximate opportunities you might previously have overlooked and
opportunities that you pretended not to notice out of a fear of failure.

(6) The three steps for taking on a new challenge

I want to increase my sales efficiency. This is something that every
salesperson probably thinks all the time. This is definitely not the same thing as
simply wanting to care for clients and make money with minimal effort. Using
time meaningfully for strategic purposes. Spending time with family.
Preventing a decline in earnings and indeed making more money. These are
what | consider ideal actions.

As | mentioned earlier, | lived apart from my family for three years after
changing jobs. In order to go back to my original lifestyle in three years’ time,
however, there was a need to change the approach to sales that | had been
taking, one that entailed the simple pursuit of quantity. For this purpose,
streamlining was essential.

In order to rationalize your daily work, take on new challenges, and
broaden the field in which you work, | believe that you need to engage in
streamlining by taking the following three steps.
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Step 1: Generate time

To take a step upwards after spending my first two years in the simple
pursuit of greater quantity, | decided to aim at reaching an additional step in
accordance with the theme of streamlining.

The first step in streamlining is the generation of time. You can commence
actions that you need to undertake. You do not need to carry out these actions
urgently but they are necessary and important for the future. The actions that
you should do on your own consist first and foremost of the formulation and
implementation of strategies. The idea is to generate time not in order to make
things easy on yourself but in order to raise performance levels.

What is important for this purpose is ascertainment, which entails that you
determine through a review of your current job functions which functions need
to carried out by you and which do not. You should also adopt a method
whereby all functions that can be delegated to others are in fact delegated to
others.

As another means of generating time, you can also drastically cut away
functions in a clear-cut manner. Since time is limited to twenty-fours in a day,
it is impossible to do everything that you wish to do in that time. To change
something, something must be discarded. Sometimes, bold decisions need to
be taken.

The concept of discarding something can apply to various things in
addition to those of an operational nature as described above. An example is
business negotiations. Rather than engage indefinitely in the same negotiating
session, you should quickly clarify matters, accept what cannot be secured, and
move on. If you have the spare time to be held up by a single business
negotiation, you should call it a day and be willing to move on to the next
matter on your agenda.

There are also other things that can be discarded, including targets and
simple habits and conventions. It might be a good idea to scrutinize the
elements that are scattered all around you.

In my own case, | tried to skillfully manage appointment locations and
times to enable me to efficiently use my own time. If | only carry out
appointments in a way that accommodates my clients’ circumstances, my level
of efficiency would invariably suffer. I might say, “Would it be possible for
you to come to my office?” or to a couple I might say, “T’d like to introduce
you both to a wonderful restaurant in the city. After our appointment, why
don’t you go and enjoy a meal there?” in this way, you could try setting up
appointments in a way that encourages clients to visit you instead. In addition,
I have tried encouraging clients to take a day off work. “Have you taken any
paid leaves lately? As what we have to discuss is very important, perhaps you
could take a day off and enjoy the rest of the day with your spouse after we
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finish up?” Since there is more flexibility in terms of time for sales, | had some
clients visit me in the day or implemented ideas to push back appointment
times that tended to be made for evening slots to daytime hours. | am always
taking care to have appointments fit my own schedule in a way that does not
cause offense to my clients. While it feels impudent to have clients visit me, it
is surprising to see how many of them accommodate my own situation when
we discuss matters after discarding set ideas.

Step 2: Make preparations to effectively use free time

Even if it consists of just a few minutes, the time generated in step 1 should
be efficiently used. While the goal is to ultimately move up to the next stage by
taking on new challenges or cultivating new areas rather than stay on the
current stage, it should be noted that you might sometimes need to carry out
detailed actions as part of preliminary arrangements to be made in each case.
You must be always prepared to carry out a particular action upon the
triggering of a given set of circumstances. Examples include work that you can
do while riding the train and work that you can do whenever you have ten
minutes to spare. To illustrate, you could write up a list of new markets, check
written materials, or extract relevant parts from seminar data. You would be
surprised to find out how much can be done when riding trains or whenever
you have ten minutes of free time. Make preparations to allow yourself to
begin at any time and keep whatever you prepare in your bag or otherwise by
your side to prevent yourself from squandering time at such moments as well.

Step 3: Engage in new things with the time that is generated

If you manage to generate time, all you have left to do is to take the actions
required to move up to the next stage. In my case, | decided to allocate the time
generated by streamlining my duties to the cultivation of corporate markets.
This was because the corporate market was an area | definitely wanted to enter
in order to both broaden the scope of my work and test myself as an insurance
professional.

First, | attended insurance workshops hosted by certified tax accountants
and seminars on how to read financial statements.

Incidentally, I set my sights on an independent sales goal | liked to refer to
as the 3W together with my branch office colleagues for the first three years
after | changed my job. This goal was to be met by getting clients to sign up for
three or more contracts each and every week. As this was when | was still in
pursuit of this 3W goal, it was difficult for me to find the time to attend
workshops. As | was afraid of destroying my routine, | really needed to find
the courage to participate in these other activities. Yet, something must be
discarded to move on to the next stage. As long as | was committed to entering
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what was to me a new field of corporate insurance, | needed to meet people
that 1 needed to meet, engage in studies, and otherwise set aside time for
actions that I had never before undertaken.

In the past, workshops that | was interested in attending would often come
up but had to be skipped when an appointment was made for the same time slot.
However, since | had decided that | would attend these events, | forced myself
to schedule these workshops and make appointments at other times.

By carrying out these three steps in this manner, | was able to enter the
corporate market, which was to me a new field.

What is important is the will to go in the direction in which you want to go.
If you deviate slightly from this, you will feel insecure and be unable to take a
step forward unless you are somehow doing something. You will then tend to
procrastinate in your work.

First, position yourself firmly. What position do you want to take and
should you take in the context of your industry, company, and work? | believe
that the aggressive culling of work that you are engaged in with this position in
mind is the shortcut that you need to take in order to make time for yourself.
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Chapter 3: What kind of professional sales agent is acceptable to clients?
(1) Ask To whom are you known? rather than Whom do you know?

Links with leading people in each field

I once posed a question to a leading Japanese management consultant.
“Where do differences between consultants who ultimately survive in their
field and those who do not arise?”

Despite attracting brilliant minds, the field of management consulting is one
whose fortunes are currently in a serious state of flux. The person | asked was
someone who managed to succeed on the frontlines of this industry despite
these difficulties.

“You need various elements,” he prefaced before continuing. “You need to
be physically fit like someone who is sports-oriented. | also believe that you
really need to be capable of analyzing things and possess significant amounts
of insight and knowledge. What is most important, however, is a high level of
quality in one’s work—an exceedingly simply phrase but nevertheless true. In
dealing with a client, to what extent is quality itself raised to keep the client
happy? Does this not apply to your job as well, Mr. Koyama?”

Back then, | was simply working as hard as | could with an approach by
which, in my opinion, my passion outstripped the quality of my work. | was
driven by a strong desire to provide many people with good insurance plans.
My frame of reference for defining quality was a bit fuzzy.

In this connection, | came to wonder what was meant by quality in my own
line of work. It goes without saying that a professional ought to have extensive
knowledge concerning life insurance and taxation laws. What else is meant by
high quality?

My goal is to be the Life Planner that clients will turn to first whenever they
find themselves in trouble. This applies to my individual clients and even more
so to clients consisting of management executives and business owners. | can
provide advice on matters other than life insurance and would like to be as
helpful as possible. | would ideally ask a client to describe the problems
affecting him or her, explain what is causing him or her to feel insecure, and
identify his or her interests. To provide helpful information and introduce those
who are needed by clients to clients are the biggest key points to note in this
context. | came to recognize that the fortification of these points is reflected in
the true value of the quality of your own work.

In dealing broadly with client inquiries, there are many things that you
cannot do or handle on your own. In my case, | need the cooperation of
certified tax accountants, attorneys, bankers, medical doctors, expert
consultants, and other individuals active in different fields to deal with various
types of inquiries. Since the day | realized this fact, | have been focused on
creating networks and collaborating with people in different fields.
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Known as an insurance sales agent who can also hold workshops on sales

In order to provide clients with the highest level of support, such efforts
would be meaningless unless you have ties with top-rated persons in each field.
However, such top-rated persons only interact with other top-rated persons. In
other words, you will need to raise your own level to a level that will enable
you to interact with top-rated persons. This remains a huge wellspring of
motivation for me.

As long as you lack skills, aspirations and passion will go a long way.
These are also important. However, if you wish to build a network of top-rated
persons, exceptional quality will be needed and an ironclad philosophy must be
retained. The extent to which you can be a helpful person to others will be the
key. You will hardly make an impression on others and will be hard-pressed to
make connections if you have no hook (“I can do this” and “There is nobody
better than me on this point in this field”). In particular, since someone like me
is a long way from being considered a top-rated person, | am always striving to
engage in a give-and-give-and-give approach to interacting with others as
much as possible rather than a give-and-take approach.

For example, before meeting a management executive or business owner, |
will try to brush up on his or her company. For this purpose, | will clarify the
following points:

« What kinds of goods or services are provided?

+ To what kinds of clients?

«  Who are the competitors of this company?

+ What are the competitive advantages offered by this company?

With respect to these points, I will study the company’s management
conditions and shareholder composition with the use of a research company
and check out the company’s website and industry journals to gather all sorts
of information. On the basis of this information, | will formulate different
hypotheses and assumptions and endeavor to close the gap between myself and
the president of the company in the course of conversing with him or her. In
other words, the challenge is to get the president of the company to form an
initial impression of me whereby | am seen as a salesperson who is different
from others.

I also apply the framework | mentioned earlier to myself. In particular, I am
deeply aware of what | regard as my competitive advantage. It is what | convey
to those with whom | wish to interact. For example, let us say that | am
meeting a top management executive who wishes to focus more on training his
sales staff to ameliorate his company’s lack of sales strength. In my case, I will
sometimes say something like the following and end up serving as a workshop
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instructor: “Through customer referrals alone, | secure 200 contracts for
insurance policies a year. | can also share required know-how with your sales
staff so that they can know what to watch out for and what they should grasp in
the sales process to receive referrals.”

I have also introduced a business revitalization expert to a company
president who was unsure of whether to sell his company, whose sales were
floundering, and an accountant with expertise on mergers and acquisitions to
the director of a healthcare corporation who was concerned about business
succession issues. It is essential that you give the client something extra,
enough to elicit such comments as “So this is an option that is available to me?”
and “You will go that far for me?” A failure to set yourself apart from others
will simply cause you to be seen as “one of them.”

What is also important is not whom do you know but rather to whom are
you known. Some people love to name drop if they are a bit acquainted with a
famous person and say, “I know . or “l met the other day.” The
real question though is whether the famous person in question knows the
speaker in turn. It is far more valuable for there to be just one person out there
who recommends me to others when dealing with a particular issue or matter
(“For that matter, 1 know someone named Koyama who might be able to help.
You should meet him.”) than for me to know 100 such notable persons.

For this purpose, it is recommended that you first elevate your own brand
profile by putting your selling points into words. In this age of severe
competition, it is important that you express yourself in easy-to-understand
words in order to encourage others to remember you and prevent yourself from
fading into oblivion. You need to shift from a focus on increasing the number
of people you know to increasing the number of people who know you.

If you can build relationships in this way and showcase yourself as a unique
individual with something to offer others, you will not only increase the
possibility of being able to precisely respond to and accommodate client
inquiries but you will also be able to secure opportunities to be active and bring
about a dramatic expansion in the scope of your work. You will also succeed in
accelerating your own personal growth. By refining both personal connections
and skills, more opportunities than you might have imagined will present
themselves to you, which in turn will result in an expansion of the scope of such
opportunities and further growth. In this way, a virtuous cycle will be induced.

Presently, | receive countless calls and emails from clients every day.
About half of these consist of inquiries regarding life insurance. The other half
spans an extensive range of different topics. (Examples include the following:
“We’re thinking about buying a home. What kind of mortgage do you think is
suitable?” “I’m having trouble with this particular issue and was wondering if
you know an attorney who has expertise in dealing with something like this.”
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“There’s a succession-related matter that is stumping us at the moment. Would
you happen to know a certified tax accountant who could help us?”) This is an
asset that makes me very happy. It means that people who are dealing with a
problem or issue in their life think about me when they are looking for a
solution! (“If we ask Mr. Koyama, I’'m sure he’ll know something or can
introduce us to someone who can help.”) For a Life Planner, this is the epitome
of supreme bliss.

I want to become the kind of person that others refer to their acquaintances
by describing me in such terms as the following: “He’s an insurance sales
agent who can also hold workshops on sales,” “He’s an insurance sales agent
who is very knowledgeable about cash-flow measures that can be taken,” and
“He’s an insurance sales agent who can introduce a good certified tax
accountant or attorney if you need one.”

(2) Do something that anyone can do to an extent that cannot be done by
anyone else

Role-playing sales scenarios from midnight

“Success is the accumulation of unnatural actions.”

This was told to me by the general manager of our branch office at the time
| joined the company.

Shortly after I joined Prudential Life, | was asked a question by a client that
I could not answer. | reported this to the head of the sales office immediately
after | returned to the office late in the evening. | intended to receive advice on
how to properly deal with such a situation in the future. “I see.” contrary to
expectations, the head of the sales office replied by summoning senior
colleagues who were working late into the evening.

“Can everyone who can spare a moment gather around?”

Despite the late hour, a number of colleagues gathered around with casual
ease while | stood there not quite sure what to make of this development.

“He was unable to answer this question posed to him by a client. How
should he have answered?” asked the head of the sales office.

My senior colleagues gave a number of tips one after another.

“l would have answered like this.”

“You could have said something like this.”

As | was scrambling to write these tips down in my memo pad, someone in
the crowd suggested that we engage in a roleplaying exercise in spite of the
fact that it was midnight. What kind of company is this? | thought to myself.
That these senior colleagues were so willing to freely lend me their support in
the middle of the night like this had a great impact on me.

Suffice it to say but such actions are not normal since this is the sort of
issue that would normally be quickly dealt with by issuing some succinct
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advice. In this sense, my senior colleagues were truly engaging in unnatural
actions. Nevertheless, everyone is aware that information is gathered by those
who transmit information. Thus, while such support might appear to be futile,
my senior colleagues diligently engaged in the provision of advice to someone
else as a means of obtaining various benefits for themselves.

Allow me to digress momentarily. Before | joined this company, | was
under the impression that foreign-affiliated companies had more of an
apathetic culture in that employees working under a full-commission system
would be less inclined to care about colleagues. Yet, the reality was the
complete opposite of what I had expected. This can be attributed to the fact that
the system of compensation is not based on relative evaluations (on a curve)
and to the fact that personnel costs determined in advance are not allocated
according to personnel evaluations. Those who achieve are applauded and are
asked to share their successes in detail. If someone is down on his or her luck,
advice can be naturally offered. That is the kind of environment that this
company has fostered. |1 am truly proud of the culture of the company for
which I work.

Reaching a self-imposed goal of setting up five new appointments in a
week to handle

Let me relate one more story about what it means to engage in unnatural
actions.

For the first three years after | changed my job, | was determined to simply
meet many people in an effort to work on performing well in terms of quantity.
In order to attain my personal goal of securing at least three contract signings a
week, | strove to maintain a pace of meeting five new prospective clients each
week at the time.

At Prudential Life, the company does not set any quotas to be met by
employees at all. Both the goal of securing three contract signings a week and
the goal of setting up five new appointments a week were my own personal
goals. However, | endeavored to fulfill, no matter the cost, my own promise to
myself to carry through with what | decided on my own to do.

Of course, there were frequent times when | was at risk of failing to
maintain this pace. One evening on a Sunday, the last day of my weekly cycle,
| happened to open up my pocket planner upon wrapping up an appointment
when | realized that | had only set up three new appointments for the following
week. As | had decided that | would set up five new appointments, | could not
go home. | entered a telephone booth and continued to call up people until |
could set up appointments. Despite the intense heat of the summer evening, |
kept the door of the phone booth closed since allowing the client to hear the
loud ambient noises would have been considered rude. Nevertheless, this was a
hellish experience. It felt as if | was engaging in a long telephone call while 1

Chapter 3: What kind of professional sales agent is acceptable to clients? 65



was submerged in a steamy hot bath. It was just my luck that | seemingly chose
this moment to find it rather difficult to set up new appointments.

Around the time that I could hear the familiar refrain of the theme song to
Sazaesan® wafting out of the window of a nearby home, | began to wither
under an onslaught of tempting thoughts. If I go home now, | can enjoy a bath
with my kid and eat dinner in the warm bosom of my family. It wouldn’t hurt to
fall short of my target for setting up appointments just once. If I set up six
appointments next week, everything will add up just right. The devil tapped me
on the shoulder and whispered, “Since these are not rules imposed on you by
someone else, your failure to meet your own target isn’t exactly going to
inconvenience anyone else and is hardly something to beat yourself up over.”
To be honest, | felt my resolve weakening a number of times as | tried to
drown out these voices in my head.

But | had second thoughts and rebuked myself by reminding myself that my
goal was something that | had set for myself. | stood firm and continued calling
to set up just one more appointment. Seven o’clock rolled around. Then eight
o’clock.... Around the time that I finally set up a new appointment and returned
home, my family had already eaten and my younger child had already gone to
bed. Nothing could have made me feel more self-loathing in that moment. |
made an unbreakable promise to myself then and there that | would always set up
five new appointments for the following week by the end of each Friday.

It is difficult to describe the fulfillment of a goal in such a desperate manner
as conduct that is normal. As stated in the preceding chapter, | deliberately
lived apart from my family and commuted to work from a rented dwelling for
the first three years after joining Prudential Life. In one sense, this too
constituted abnormal conduct. However, | felt that a normal approach to
carrying out routine functions for work would generate nothing but garden-
variety results.

| believe that success is achieved when you engage in actions to an
unnatural degree by carrying out actions that people ordinarily do not want to
undertake and by doing something that anyone can do to an extent that cannot
be replicated by anyone else.

There are a number of actions for which this belief remains relevant for me.
One is the writing of letters by hand. | make it a habit to write letters of
appreciation not by email but by pen for people I meet for the first time and
people with whom an agreement has been concluded