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LIMITLESS

SERVICE

Feeling overwhelmed

Reliably reactive

Energy-draining

Struggling to consistently deliver

Not confident about value perception

THE BUSINESS CASE

SYSTEMS

Feeling overjoyed

Predictably proactive
Energy-creating

Consistently delivering w/ confidence
Delivering massive value




FACTORY FOCUS 5-STAR
WORK WORK SERVICE MODEL

(hyper-specialized, hyper-efficient)



O SLEPS to a o-Star
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PROJECT PLANNING
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Calculate  Analyze Current I dentify Set Your Service Plan/Launch Deliver deeper value
Client Time Client Base Changes Offering New Service elgle

Model and/or gain back your time

Transitions



Client Model Time Calculator STE I:) ’I

Section 1: Use this simple table to calculate your client hours by segment to help you design a client
model that aligns with your goals.

oo S R B CALCULATE TIME SPENT

arcantage (%) of time spent on clients

Total client hours available each year
Current client hours commitments
Available client hours remaining

Section 2: Do some simple math and complete the table below to calculote Advisor time by segment
and for the client base.

# Clents # Client Tobal Advisor Totol Advisor | Total Advisor
Meetings / Yearn Hours / Mtg Howrs / Client| Hours / Tier

» Divide clients into segments
I « Estimate advisor time by segment
Se:ticn3:C:;CUIQtet"ec:‘.aerc:geA:viscr:imeperc ent to input into the table in Section 2. If you have ® E\/Olugte % Of AD\/ tlme Used \/S OVCHlOb|e

more than one segment and/or Advisor time varies by segment, simply repeat this exercise for each

segment and input that number for each segment in the table above. A Keep 'th|S |n m|ﬂd \/\/heﬂ eVO|UOt|ng C||eﬂt8'

Meeting Prep Time

Meeting Trne [ profitability, fees, minimums & growth capacity
—

r Maating)
Meeting Follow-Up 4

(Summary + Actions)

ADVISOR “

Total Advisor Time / Client ‘

Section 4: Now, assess the impact of your current client model on your revenue, time, productivity,
staffing, profits and satisfaction. Mote key take-aways for reference when designing your Client Service
Model to align with your goals.

See this worksheet in your Retreat Workbook!



ST . |:) 2 . o Assess Fees
o Client Segmentation & Fee Analysis Results Assess Profitability

ANALYZE CURRENT .
This tool 1= desianed to help you analyze and seament your current chert bass, The below surmmarnizes your segmentation ond foe analysis results based upon your inputs. [t summanzes / \S S e S S | X p e r | e n C e

current walue, new value and the delta (or difference) between these values. If you input your current fee schedule then the delta should be zero or negligible. |f you input a new fee
scheduls the dalta will show you ths changs to revenus, fes and segmentation. In arder to assess the impact of changing the annual finaneial planning fes, input the new fss for sach

clisnt.
‘ | | E N | B AS E EDIT CELLS WITH BLUE TEXT, all ather cells are formulas.
To prevent possible issuss in caleulating formulas this werksheet is protected. Te customize the tool or add additional analysis, simply unprotect the sheet by selecting "unprotect

sheet” under the Revisw menu.

Segmentotion Results
The below chart summarzes the results between your current model and tha naw modsl. Tha fes schadule being used in the modal is shown to the right.

Analye;.
e agmentatio ew Segmentatio ’Ps:slnput:
Segrmantatio “Minimum Tigy
n Ravenus # of Clients — % of Clients QTm' oot | MMGRSENUS| Lt Clients % of Cliants Total Revenua® of Revenus *3
esanua Rewenua par Cliant pr a
o
A s 15000 1 1% 5 17486 4w 5 17aBe 1 1% 5 DABS ) B ik Staff
B 5 10000 & % 5 7043 5w 5 0% P % 5 77886 Wm S Tior 2 4 3 Hrs 7y,
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X 5 1o0o ) %% & 4705 0% 5 1809 2 2% 5 eewss 10k & 3 Namg ¢ 8 10
: : z s - 3 % 5 oses % s %62 3 % 5 1seEr 2% 4 - 200 8
eet N |y rorTiie Iche TOTALS 100 0% 5 47BmAE . I00% 5 4rEw| 100 00% 5 Sh24  100% TI87 4 Ngmg, ¢ a o
5
. v Client Results X s o s Waighti
Motivated. Able to See Value, Ha ppy to ng Th beowchr surmoras o changas on  cln.-clnt bsis. 34 uta o nput a nw annual il Bonningfeato 0565 the Tpactof making che § gy
' ! B
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FU S O N O OW n |y Vi Ce TOTALS |5 B016572 & 377948 5 ThG7s & 47| B2 5
LI
S d t h W d Current AUM,  NewAIIM - er
prea e or Slom 1 Reveor 4 Energy
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Client 2 $ e an
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EEEEEEEEEEEEEEEEEER EEEEEEEEEEEEEEEEEER EEEEEEEERI Clents | & 180085
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NOT IDEAL CLIENTS = 5
Not in your profile/niche
Unprofitable
Unkind/Uncool
Challenge you/value
Price shoppers
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Covering The Cost
Of “C" Clients But
Don't Know It




IDENTIFY CHANGES

STEP 3

Partng,.
- &’] ransitt [
. s fees aé' Ej”tam;n 90 20518 A g,
a st Aurnns T Tﬂl»lz:‘l::\'/‘l:; =~

FAMLY Mg,

Anivy
ey

MAKE CHANGES BY:

Standardizing minimums and fees

Creating a service and response standard
Establishing a Client Review Process

Building a system for proactively connecting
with clients

Delivering consistent value adds (See Client
Value Add’s lesson!)

Introducing policies and practices for

fixing mistakes

Establishing a Client Intelligence System
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STEP 4. SET UP SERVICE OFFERING

WEALTH PLANNER

Seek to clarify, simplify

PORTFOLIO PLANNER

Seek professionadl
expertise to align their

PROJECT PLANNIER

Seek targeted solutions to

GOALS and organize thglr entire investment strategy specific goals or situation
financial life with their financial
goals
invgifraégntterig:%n erl]dent B VoSt e CUSSEEE -
SERVICES : 9 management guidance related to their specific
covering all aspects of . :
e L and implementation concern
their financial life
MINIMUMS AM'”'t”;“m: f“\ﬂ i Minimum: $TM AUM Minimum
& FEES SIS EER [ SISAIRINL Asset fees $2,000 fee, $375/hr
retainer
Niche Client Niche Client Niche Client Niche Client
Building Wealth Executive Wealth Business Wealth Retirement Wealth
$250,000 / $2,500 min. S750,000 / S7,500 min. S2M+ / $15,000 min. S750,000 / S7,500 min.

. SIMRLE S THE ULTIMATE SOPHISTICATION



TREAT CLIENTS o '

FAIRLY i
NOT EQUALLY S




SET YOUR SERVICE MODEL

STEP 4

PLANNING WORK
INVESTING WORK
SPECIALIZED WORK
CLIENT VALUE ADDS
CX TOUCHPOINTS

utide & Practice Resources

Client Services List: Sample

Senvice Tiars
Review Meetings, Calls & Adviser Access

Tier1 Tiar 2 Tiera

In-Parsan Masting 2T Ty nia
Fhona Masting nda n/a ARV
Just Bocausa Calls 2y Ty nsa
Offar for Review Masting nia n/a n/a
Additional Access (turn around, add'Imtg ra Priority Standard Standard
Service Bosed
Goals-Based Planning Light nia n/a Yas
Financial Plan Daveloprmant a5 Yas Yas

2 ear n/a

CLIENT SERVICE MATRIX —T

Service 4 Strly
Frequency HIEIM Tier 2 ¥ Al

T T/ yr
BY CLIENT TYPE T T/ yr
Services Provided T 1)(,-""\,'[

T T
Products Used YT T/ yr

‘ ‘ cycla Syroycle

Platform used

Number of Review
Meetings Per Year

Number of Experience
Touchpoints Per Year

Number of Event
Touchpoint Per Year

Number of Educational
Touchpoints Per Year

Other Touchpoints

@ Source: Julie Littlechild, A

defined frcqucl

Client
Type

Tier 1

CLIENT SERVICE MATRIX

January February March May

Tier 2

Tier 3

Tier 4

Tier 5




HYPcRION

FINANCIAL

ROOTED IN YOUR

Our (Client Service Calendar &

Client Services List: Sample

SUCCESS

JULY - DECEMBER Service Tiers Tier1 Tier2 Tier 3 Tier &4
Review Meetings, Calls & Adviser Access
o Financial Plan review (Update goals, action o Goal progress update ol -l Ll 2><;I’yr 1x,flyr nea il 2
items, and projections) i ial Aid applicati Phone Meeting n/o n/a /yr n/a
o , " proj cd e bud . o Flnanc'la Aid applications/FAFSA T =T———p x/yr el il Al
*i=dalices eekUpaate(includesbiidpeEkdent * Recertify student loans Offer for Review Meeting n/a n/a n/a Tesyr
rcevﬁ'\N)s hecl « Review Credit Cards for optimal Additional Access (turn around, add'l mtg Priority Standard Standard n/a
» Credit Score check bonuses/rewards Service Based

. Dowlnlload an(l:i review social security statement « Client education/appreciation event Goals-Based Planning Light n/a n/a Vos Yos
o Weekly News BT « Open enrollment (Employer + Medicare) Financial Plan Development Yes Yes Yes n/a
. Ian;sltments REVITW ) ) ) — « Weekly newsletter Financial Plan Updates T Syr EO Year n/a n/o

e Rebalance 401k + Investment accounts s Obi Confi Iy N ; N
; « Rebalance 401k + Investment accounts Investrment _.bject\ve onﬁrmqt\on Tx v 1><,flyr 1x/lyr TXfIyr
(includes 529 + HSA) (includ HSA) Investment Risk Tolerance Review Tx/yr TeSyr TxSfyr Txfyr

o Quarterly Market commentary IR els 5,3\9 +k Systernatic Portfolio Review Qtrly Gitrly Qtrly Qitrly
« Insurance Policy review/check-in (P&C, Health, * Quarterly Market commentary 407k Review B Ty ey TSy
Life, DI, LTC) | Ixdyr T yr T yr

o IRA +HSA contribution check in I /yr TeSyr Tefyr
; 77—\ ~ 74 5 . Tx/yr Te/yr T/ yr

s i | Client Services Overview z ¥ v
o Review tax withholdings and adjust w4 Ix/yr Txfyr T fyr
YOUR LOGO No individual or family is quite th_e same, c_:lnd ne_ithE( shotfld the_ir financial plan. We believe in identifying and ser\.rlicing your specific ‘Ix/yr 1x/yr 1xf'yr

HERE needs and goals rather than delivering a "one-size fits all” solution. No matter what type of client you become, we're here to help you | B il NA

b B achieve your goals. I cycle ¥r cycle
S . r cycle 5yr cycle NA
Cash Flow Investment Risk . R

Planning Management ‘ Managemel Y C> r cycle 5yr cycle INA,

‘ PLANNER CLIENT INVESTOR CLIENT C: SITUATIONAL CLIENT rcycle Syrcycle NA

MICHAEL P. HAF r cycle 5 yr cycle NA

FINANCIAL ADVISOR | (484) 57¢

T —

Ready to clarify, simplify, and organize your
entire financial life? Planner Clients want a
holistic approach to defining goals, making
informed decisions, and building a well
thought-out and maintained strategic plan to
reach those goals.

Their goal is to delegate financial planning to
remove the burden of ongoing worry and work,
providing additional time to concentrate on
perscnal life and famiky.

All-inclusive financial services provide
the Planner Client with comprehensive
advice, including an integrated plan and
investment manogement covering all
aspects of their financial life. This may
include:
=  Wealth generation and growth
*  Wealth protection and tax
management
* Life-long and posterity wealth
management

Minimum $1M AUM, annual planning
(] o AT e (AT S & o] T ——

If you want to delegate investment decisions to
a disciplined advisor who has the knowledge,
experience and resources to perform ongoing
investrment research and analysis in their best
interest.

Investor clients view professional management
as a way to accomplish finoncial goals while
freeing up valued personal time.

Investment management services through a fee-
based investment account. Ongoing investment
and management guidance and implementation,
including a qualitative discussion about risk
tolerance and long-term geals.

Clients experience support and communication
as it relates to investment management.

Minimum $1M AUM, fees range from 60% to

e e T biennds B

PR VA 7 R | T JE TS

On a select basis, we may work with clients to
oddress specific needs and situational issues that
may arise, such as:

* 40(k) Rollovers

# Establishing IRAs/Roth IRAs

* Life insurance planning

* |ong-term care insurance needs

* Disability insurance needs

* Saving/investing

Services provided in alignment with client’s limited
needs, usually addressing a specific issue or
situation.

Haourly fees: $250 per hour

B omA- s YWY e .

v Erncil

e Erncil




CLIENT PREFERENCE

[ CLIENTS, MINIMUMS & FEES @ CLIENT REVIEWS

PROACTIVE CALLS

&i&;ﬂ SERVICE STANDARDS

@ FIXING MISTAKES

Q
6/5; SPECIALIZED ADVICE

CLIENT VALUE ADDS

PERSONAL EXPERIENCE




LIMITLESS

CLIENT REVIEWS

VALUE ADDS

PERSONAL
COMMUNICATIONS

APPEARANCE

TRUSTWORTHY CAPABLE

PERSONABLE

THE CLIENT EXPERIENCE



How do | think/feel
about money?

What matters
tome?
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THE MODEL

PRACTICE
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foPATHFINDER

Jan. + Feb.

May + Jun.

July + Aug.

Sept. + Oct.

Nov. + Dec.

Turnkey Client Service Calendar

Turnkey Client Service Calendar fpPathfinder

15 Ways To Save More in 2023

Start The Year On The Right Foot
RMD Management For The Year

It’s Time To Review Your Tax Returns

Cash Flow Check Up
Reviewing An Estate Plan
Estate Document Review
Beneficiary Review
Reviewing Investments
Goals Assessment

Employee Benefit Review

Reviewing Insurance Coverage

Open Enrollment

Reviewing End Of Year Planning Opportunities

Planning for Strategic Charitable Giving

Capital Loss Planning

Client >ervice Calendar -

What Accounts Should | Consider if | Want to Save More?
What Issues Should | Consider at the Start of the Year?
What Issues Should | Consider When Reviewing My RMD?

As Someone Who Is Working, What Issues Should | Consider When Reviewing
My Tax Return?

or

As A Retiree, What Issues Should | Consider When Reviewing My Tax Return?

What Issues Should | Consider When Reviewing Cash Flow?

What Issues Should | Consider Before | Update My Estate Plan?

What Issues Should | Consider When Reviewing My Estate Planning
Documents?

What Issues Should | Consider Whe Reviewing My Beneficiaries?

What Issues Should | Consider When Reviewing My Investments?
Master List Of Goals

What Issues Should | Consider With My Employer-Provided Benefits?

What Issues Should | Consider When Reviewing My Property & Casualty
Insurance Palicies?

or

What Issues Should | Consider When Reviewing My Health & Life Insurance
Policies?

Should | Change my Medicare Coverage During Open Enrollment?

What Issues Should | Consider Before the End of the Year?
Should | Use A Donor Advised Fund (DAF) When Giving to Public Charities?

What Issues Should | Consider When Harvesting Capital Losses?

Source: fpPathfinder

Annual Financial Planning Service Calendar With Important Dates

2023 CALENDAR

TUE WED THU FRI SAT SUN

6"- 12" Investment Annual Rebalance.
1 2 3 A 5 m" Second Saturday Virtual Divorce Workshop
6 7 8 9 101 15" First Draft of 1099's available

1B 14 ® 17 B8 B©
21 22 23 24 25 26
27 28

&"-10" Financial Planning Client Reviews March

" Second Saturday Virtual
Divorce Workshop

20" Presidents Day

15" Final 1099's available.

30" and 31 Office closed for Staff Development

MON GIME MEDSTI BBl WL TR g™ Second Saturday Virtual Divorce Workshop
1 2 10t last day to make contributions for the
3 4 5 & 7 A ¢ 2022 tax year.
T 12 13 14 EEEEE 10*-14™ Financial Planning Client Reviews

w20 2 2w

1=. 5% Quarterly Investment Strategy Review MON TUE WED THU FRI SAT SUM
13" Second Saturday Virtual Divorce Workshop [1 2 3 4 5 ECEEEE

20t Memorial Day - P o | I 73 14
3» 5498’5 available for IRA contri- 15 18 17 18 19 20 2
bations, 22 23 24 25 26 27 28

30 H
MON TUE WED THU FRI SAT SUN
1 2 3 4 10 Second Saturday Virtual Divorce Workshop
5 6 7 8 9 n 12"-16" Investment Only Client Reviews
12 13 14 15 16 EREEERE] 19" Juneteenth

20 21 22 23 24 25
26 27 28 29 30

MON TUE WED HU Rl
1 2
4% Independence Da!
i o ' 3 5 6 7 9
8" Second Saturday Virtual Divorce Workshop b
10 N 12 13 14 15 [

17 B8 1 20 21 22 23
24 25 26 27 28 29 30

Mciient Service MOffice closed holidays Bl Events Bl

HERITAGE

FINANCIAL STRATEGIES

Source: Heritage Financial Strate:



Surge-Focused Client Service Calendar

MASON

+ Tax Projections And Tax Return Review

+ First Quarter Estimated Tax Payments

+ Preparation For Strategic Planning
Meeting Season

+ Funding Of Retirement Accounts And
Potential Roth Conversions

* New Clients

April-May

* Strategic Planning Meetings
For All Clients

* Newsletter Outlining Key Meeting
Takeaways And Deadlines For
Remainder Of Year

+ No New Clients But Introductory
Phone Calls Held

Ongoing

Follow Up On Action Items From
Strategic Planning Meetings
‘Mini-Surge’ Client Meetings
Estimated Tax Payments

Roth Conversion Analysis And
Implementation

Charitable Giving Analysis And
Implementation

Required Minimum Distributions
Tax Projections & Updating Withholding
Estate Planning Reviews
End-Of-Year Firm Newsletter
New Clients

Weekly Investment Team Meetings
Client Webinars
Federal Employee Financial Planning Podcast

Source: Mason & Associates

FINANCIAL PLANNING
FORT COLLINS

/

Your Client Experience

Onboarding: Advice for what's now.

/

Strategy Consultation

/

Initial

Conssitation Financial Goals

Eormilic i Strategy Development

Get to know us, our
services, and our
processes. We'll show you
how we will meet

your needs. /

Our team meets internally We'll discuss our findings
and create your financial

plan with action items and

w

Bring clarity to your
financial goals and identify
how your money can
reflect your values.

to collaborate, develop,
and prepare our
recommendations. tasks.

Implementation: A plan for what's next.

/ January and February / March and April /

May and June

Winter clients: Annual review with
your dedicated CFP® pro

Prior-year income
tax preparation

Spring & Summer clients: Annual review with
your dedicated CFP® pro

Cash-flow planning consultations Quarterly guidance

newsletter

Estate planning consultations / /
/_ July and August /

Investment planning
consultations

Insurance planning consultations

Tax planning consultations

e

September and October / November and December

Fall clients: Annual review with
your dedicated CFP® pro

Insurance planning and open enrollment
consultations

Cash-flow planning consultations Quarterly guidance

newsletter
/ _/ Charitable giving consultations /

Fiduciary support every step of the way: Unlimited phone call, email, text, remote, and in-person consultation time

Year-end tax planning and projections

Estate planning consultations

YourFullTimeFiduciarycom © 2022 - 2023 Financial Planning Fort Collins

Source: Financial Planning Fo




Using Notion To Create A Client Service Calendar

Q

Service Calendar

adviceguide
Seg) t A
Segrment C

2023 Service Calendar - Segment A

Pasbnagumen:
Evaluate & optimize
allinsurance policies.

4]

ey

Monitor & evaluate
income and taxes.

(]

BE Quarterly View (Gallery) 58 Engagement View (Galer

Latwie Flarwang

Evaluate estate
& identify

Develop a savings

Lol

EUM Eﬂﬂe W
liability.

6. Design a tax-optimized investment
portfolio.




Client Service Model

for Intel Employees

] SPRING
B
Financial Strategy

) FALL
ﬂ CHECK-IN
Tax & Benefits Planning

¢ Fet ! Mar 5 Apr Oc o d
| .
= | : - - =
I8 M E 7 E 73
TaxPrepletter  ESPPCheckdn ~ RSUCheck-in intel Stock ESPPCheck-in Risk & Estate =. Csent Event
; Assessment Reverw
Ongoing QQ,
Financial Plannin N+
- 9 | %) =~
LIFE EVENTS INVESTMENT MANAGEMENT
Retirement Transition Planning Diversified
Relocation Assessment Low Cost
Job Offer Assessment Proactive Tax Management
Estate Planning Objectives & Execution  Pursuing Higher Expected Returns
Ary $ related question

C CORDANT

Wealth Partners




CALCULATE ADVISOR TIME
BY SEGMENT & CLIENT TIME CAPACITY

2 EVALUATE CLIENT BASE

PERFORMANCE
Profitability and Capacity

3 SET UPDATED STANDARDS

Commit to right-sizing your client
base

Client type/tiers

"The cave you
fear to enter is
where your
treasure lies.”

Fees/minimums
Services/time

STEP 9 PLAN & LAUNCH

Capacity/profitability




Your Job is to OFFER.
Their Job is to CHOOSE.

"We are taking steps to clarify the role our firm
olays in your financial life and the way we work
to serve you in meeting your financial goals. I'm
excited to share that we've made
improvements to our service offering so that
we provide a level of support designed to help
you meet your financial goals. Going.forward,
we have three levels of engagement,.which you
can choose from depending on what béest suits
your needs and goals...”




1 Use On- Purpose Planner (project planning form)

. Take time to plan and map out your project
. Engage your team to discuss and define the process

? Package new Service Model

. Develop scripts and client communications (see samples)
. Design prospect and/or client-facing materials

. Train and prepare team until they're ready

. Rehearse until you're ready

3 Bqu Transition Plans

Implement changes to standards (fees, minimums, etc.)

. ldentify client transitions: who, what, when, how to
communicate

. Launch in batches, start with lowest risk clients

. Embrace the "white knuckle” moment

4 Update brand, sales and marketing
. Develop COIl update campaign and scripts
. Update Website and online sales funnel
. Update Prospect Process
. Update prospect/client deliverables I
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WATCH/
READ

Building a (Modern) Client Service System
Model to Deliver Value More Efficiently,
Profitably, And Enjoyably, by S. Bogan
Creating Client Service Calendars That
Demonstrate Ongoing Advisor Value, by Adam
Van Deusen

Increasing Financial Planning Efficiency With a
Systematized Annual Process, by Kyle Moore
Crafting An Annual Client Service Calendar to
lllustrate A Financial Planner's Value To
Prospective Clients, by M. Kitces

The New Gold Standard: 5 Leadership
Principles for Creating a Legendary Customer
Experience, Joseph Michelli

APPLY

Complete the Client Model Time Calculator

Complete Client Segmentation & Fee Analysis

Read & apply the 5-Star Service System Guidebook

Design your 5-Star Service Model

Read & apply the Service Model Transitions
Guidebook

Read & Apply Fee Transitions Guidebook

ACT

Launch new Service Model

Launch changes to:
+ Client types
« Fees / fee model
. Minimums

Plan / launch client transitions
Update sales and marketing

process, campaigns, scripts and
deliverables
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