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The Beginning

A journey of discovery 
to the Peak
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About The Peak Partnership

� Founded in 1979 – operating 30 years
� Focus on SME – our core target market
� Inner suburban location – ease of access for client convenience
� 50 + staff across 5 business divisions
� In-house financial planning since 1992
� In-house Insurance/Risk since 2001
� Differentiation – an integrated financial and business offering
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Our Service Philosophy

Our total approach to business and client relationships is underpinned by 
our four Peak Principles:

1.Professionalism

2. Innovation
3.Performance
4.Teamwork
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Our Vision

We are the first point of contact for every client’s 
optimal financial and business solution.
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To achieve this, we recognise the importance in offering a 
holistic approach, through our breadth of in-house 

expertise and range of financial services.



Our Services

� Accounting and Taxation
� Business and Strategic Advice
� Financial Planning (Wealth Design)
� Risk/Insurance
� Self-Managed Superannuation
� Business and Personal Lending
� Debt Recovery Assistance for Businesses

AFA NATIONAL CONFERENCE 2009 Creating the future…



Our Brand Structure
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Integrating our Services

The Objectives:
� Develop a broad range of services – a one-stop-shop service 

experience
� Establish credibility with our core target audience (SME)
� Deliver expert advice – enhance client experience and client trust
� Client acquisition, growth and retention through multi-service 

relationships
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Integrating our Services

The Challenges:
� Identifying suitable in-house services (client needs, processes, 

profitability)
� Right people – right fit for the firm
� Managing client experiences – need to measure through formal and 

informal feedback (can always do this better)
� Building ‘client service’ portfolios – identifying cross-sell opportunities
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Integrating our Services

The Benefits:
� Understanding of client’s total financial position and goals
� Relationship foundation – trusted advisor  v  ‘set and forget’

transactional thinking
� Client advocacy – broader referral base
� Opportunity to ‘make noise’ amongst key stakeholders – building and 

maintaining awareness of service range is key
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The Connection

Integrating

Non-Accounting 
Services
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Prerequisite to Integration

Accountants are from Mars

Planners/Risk Advisors are from Venus
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Prerequisite to Integration

Accountant & Advisor must understand each other:
� What motivates (consider different personality types)
� What is important (not necessarily $$$)
� How each other works
� Building relationships and trust
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Understand Accountants

Accountants are “different”:
� Primary focus – ‘Look after the client’
� Need to control the client’s affairs
� Service focus; not product focus
� Historical ‘fear’ of receiving commissions
� Underlying “distrust” of others
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Selling the Benefits

Selling the benefit for the Accountant:
� Clients want holistic advice
� Building a fence around the client – retention and growth strategy
� Desire for the best advice for clients
� Accountant is involved in the process and knows what is happening
� Additional revenue for Accountant
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Dealing with Accountants

� Be professional
� Talk about positive outcomes
� Strengthen the Accountant’s relationship with clients
� Holistic services
� Keep the Accountant involved in the process
� Be self-confident / believe in the value you add
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Client Value Proposition

Accountants quite often don’t understand 
what clients regard as ‘value for money’:

Early days:

$250 Tax Return Fee = No Value
$5,000 Financial Planning Fee = Value
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Passing the Trust

Once the relationship is built and the Accountant has faith in 
you, they will facilitate the ‘passing of client trust’ to you:

Breaching the [Client Trust] Dam Wall = Qualified Leads
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Passing the Trust
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Gaining Advisor Credibility

� Introduction & Initial Meeting – Client + Accountant + Advisor
� Advisor completes Plan and/or Risk Recommendations
� Advisor discusses Plan and/or Risk Recommendations with 

Accountant (gain Accountant approval)
� Presentation to Client by Advisor (preferably with Accountant’s 

endorsement at meeting)
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Tips to make it work

� Provide training, education and PD to Accounting staff
� Have regular structured prospect meetings with the Accountant
� Encourage Accountant to come to relevant presentations and 

conferences (talk with other accountants)
� Understand it is not the primary source of income for the Accountant
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Making it Work - Summary

� A good working relationship will not develop overnight – it takes time
� Both parties need to be fully committed
� Advisor needs to work hard at demonstrating benefits to Accountant
� Advisor needs to be seen as ‘part of the firm’ (if possible)
� Accountants listen to Accountants – that’s real advocacy
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Tips from a Baby Boomer

� Service model superior to product-driven sales
� Importance of networks and referral sources
� Good client communication underpins good service
� Regular Reviews = Satisfied Client = More Business
� Requires good systems, processes, planning
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Tips from a Baby Boomer

� Don’t just pick the low hanging fruit (you will burn referral sources)
� Understand who you are and how you best operate (DISC)
� Leads to better understanding of clients and networks/stakeholders
� Stick with your knitting (don’t be a jack of all trades)
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Risk Insurance
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The Right Match…



Risk Insurance

The Issues:
� Clients can view risk insurance as an unnecessary expense
� The ‘It won’t happen to me’ attitude
� Explaining the value of insuring the ‘intangible’
� Client management – having the best staff in advisor and ongoing 

support roles

AFA NATIONAL CONFERENCE 2009 Creating the future…



Risk Insurance

Key Triggers:
� Risk insurance protects the people left behind
� Clients insure their tangible assets – intangibles are as important –

income protection; life and TPD; business continuity and succession
� Risk insurance as the missing piece of a client’s long-term financial 

plan
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Risk Insurance

Tools we use for Risk Insurance:
� Estate Planning
� Succession Planning
� Business Wills
� 24/7 Claims Management (exceed client expectations)
� Debt Cover & Family Welfare
� Issues paper (internal document for client lead identification)
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Risk Insurance

What works:
� Integrating client database – have a whole of client perspective
� Regular communication with clients
� In-house referral processes
� After-sales service is vital – claims management; regular client needs 

review
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Risk Insurance

What works:
� Weekly ‘Cuppa Club’ meetings with accounting and insurance staff
� Monthly BUM (Business Unit Manager) updates
� Efficient systems is a key to allow regular Client reviews > evaluate 

and modify levels of cover
� Be visible within the firm – become memorable
� Assist with education within the firm
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Thank You and Questions


