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How do you know what your 
clients really think?

• Ask them!

Creating the future…



Be warned!

• A quiet client isn’t necessarily a satisfied one
• You will get constructive criticism
• Asking your clients, formally or informally can produce great 

results for your business!
• The great majority of the news is GOOD



Seeking feedback

• Focus groups
• One on ones
• Phone survey
• Written survey
• Your office or independent?



Seeking feedback

• Be prepared to listen and accept comments
• Be prepared to take action
• Ensure independence
• Maintain confidentiality
• Measure your progress
• Benchmark your business



Benchmarking

A good result?



Benchmarking

Not if your client base is retired



Benchmarking

Not if your target market is high income



Benchmarking

Is it me?



What should I measure?

• CATScan asks clients to rate their advisor’s performance in 9 key 
performance areas



4.2 4.3 4.4 4.5 4.6 4.7

Review

Communication

Implementation

Range

Understanding

Knowledge

Staff

Professionalism

Relationship

BUSINESS HEALTH  CATScan
Consolidated Results

KPI rankings



What happens if you ask your 
clients what they really think?
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The results

• Is your business different?



What can we learn?



Key finding #1

Client segmentation is not working!

Nearly 87% of Aust advisers say they segment 
their client base

Source: Business Health Future Ready III



Key finding #1

• In 8 of the 9 CATScan KPI’s, ‘A’ class clients scored in line with 
or lower than the ‘others’
– It is not about a label - differentiate your level of service
– It is not set and forget - review your model & offer
– Segmentation for all services reactive and proactive



Key finding #2

The importance of client intimacy
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Key finding #2

• Those that feel they have close business contact are:-
– More satisfied across all nine KPI’s
– More willing to refer & more likely to stick
– They even think your smarter!

• Proactive & personalized communication is the key
– How do you do this profitably?
– Don’t forget to call & 85% of clients now have access to email

• You love me and I’ll love you!



Key finding #2

• What happens if you talk with your clients?
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Key finding #2

Some tips:
•Frequent contact essential – at least 12 times per year per client
•Be proactive – don’t wait for them to call you
•Variety is important – telephone, email, face to face, newsletters etc
•Content should be interesting, not just about investments
•Content should be personalized……they ARE talking to me
•Have others contact your best clients too



Key finding #3

There is work to be done on the review service



Key finding #3

• Is your review service costing you money? 
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Key finding #3

• Do you have a consistent documented review process?
• And remember:
• Investment updates are not client reviews!

– Be prepared
– Who’s in the meeting? 
– What happens before and after each meeting?
– Who does what?



Key finding #4

Clients want to refer… but
Maybe you already have enough clients?

Creating the future…



Key finding #4

• How do clients feel about referring?
– 87% are willing to refer
– 56% think they have

• Are you seeing these prospects?
– Do your clients know you want referrals?
– Do they know who you want referred?
– Do they know how you want them referred?

Creating the future…



Key finding #5

Do what you say you are going to do



Key finding #5

• Implementation was the third lowest scoring KPI
• Only you can manage your client’s expectations

– Have you set your clients expectations?
– Are your support teams performing to service standards?
– Are you over promising or under delivering?

• Is addressing this an investment or a cost?
• Meeting follow up letter?



Key finding #6

Businesses are far too dependant on the owner

“Would you be confident having your financial affairs managed 
by someone other than your current advisor?”

Two in three (67%) ‘A’ clients would potentially leave when their 
advisor does

Will a buyer pay a premium for clients who will not be there once 
the seller has gone?



Key finding #7

Clients are getting older

•Older client base?
– Clients die
– Clients spend their money
– Reduced fund balances usually mean reduced revenue
– Reduced revenue plus aging client base = lower capital 

value
•AND the market is still down



Where to from here?



Top ten tips to effective client 
management

1. Ensure your client management system has all the info you need to 
develop meaningful client relationships and is regularly updated

2. Proactively communicate with your clients

3. Frequently communicate with your clients

4. All communication is personalised and interesting – it’s about them!

5. Continually seek feedback from your clients



Top ten tips to effective client 
management

6. Always listen and take appropriate action

7. Tell your clients the results and what you are going to do

8. Share the feedback with all staff AND business partners

9. Continually look for ways to reduce ‘principal dependency’

10. Think about your client acquisition strategies
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For your consideration


