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Agenda 1. 2018 Benchmark Study: Understanding Your Business

2. 2017 Investor Survey: Understanding Your Clients
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What is your expected annualized revenue growth

rate, including market like returns?
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What will your firm look like in 10 years?
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What Changes Do You Expect?
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Lessons from Abraham Wald

How the information we collect influences the decis

Look beyond
obvious metrics.

Where are the
missing bullet
holes?
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What are the keys to running a successful
advisory firm?
9
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|
2018 Benchmark Study Takeaways
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2018 Benchmark Study
1150 1
» - [ (REVENUE):

' . - . E % of Firms
<$250K 23%
* $250K-$500K 18%
$500K-$1MM 20%
$IMM-$3MM 25%
$3MM-$5MM 7%
$5MM-$10MM 4%
>$10MM 3%
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Top Challenges
What are the top three challenges that you are either currently facing or expect to face in the next
three years?

Technology and Operations: Human Capital: Business Development:

Implementing new technology Recruiting and hiring employees Converting prospects to clients

Implementing a business
development strategy

Systematizing workflow processes Developing a succession plan

Managing compliance and regulatory

Developing employees Differentiating firm from competitors
changes ping employees g p
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Where Would You Spend More Money?

Where would you spend an extra dollar in your business if you could?

Technology and Human Business Development
Operations Capital
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Dissecting the Income Statement: 2017 Actual spend

Operating
profit
27%
Human
capital
55%
Business
development

Technology

3% 4%

[ECR——— 1
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Dissecting the Income Statement: 2017 Actual spend
Business
development
2%
> pimensional

Business Development Strategy
Do you have a documented or written strategy?

* Firms with a strategy:
— Spent 2.4% on business development

— Grew revenue 52% more (10.0% vs.
6.6%)
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Most Common Business Development Activities

Events

Social media/blog

Email campaigns

Structured referral process

Paid advertising

Guest column, radio/TV appearances
Direct mail campaigns

No business development activities
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Most Common Business Development Activities
Events 30%
Social media/blog 13%
Email campaigns 3% 7%
Structured referral process 28% 26%
Paid advertising 24% 4%
Guest column, radio/TV appearances 14% 3%
Direct mail campaigns 1% 2%
No business development activities 14% N/A
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New Clients by Channel

Client referral

38%

Employee referral

rirm website | N 7

11%

Other
sarent compony [ 456
proactive marketing [l 3%
ciientevents [ 3%
custodians [l 2%
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New Clients by Channel

g
cotreterral | GGG >
employee referral | GGG 1%
irm website | N 7>
otner | 5%
Parent company -4%
proactive marketing [l 3%
ciientevents [ 3%
custodians [l 2%
e N 5
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On average, how many new clients do you expect a
senior advisor to bring on each year?
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Prospect to Client
Prospects met with Conversion
per advisor rate
22
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]
Agenda
2. 2017 Investor Survey: Understanding Your Clients
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What is the one thing you would change
about your overall experience with

your advisor?

“I would not change a thing. | have been with my
advisor for 21 years. Over that time | have
developed a warm and trusting relationship with
them. It is most comforting to work with people
who really care about their clients.”

[ pimensional

2017 Investor Feedback Survey

oo |
18,967 436 T 60% @40%
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Benchmark Study: Advisor Perspective
What do you think is your clients’ greatest fear about their personal finances?

Outliving Significant Not having Unforeseen
money loss enough expenses
money in
retirement
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Benchmark Study: Advisor Perspective
What do you think is your clients’ greatest fear about their personal finances?

Significant Not having Unforeseen
loss enough expenses
money in
retirement

disor 21% 52% 3%
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Investor Survey: Client Perspective
What is your client’s greatest fear about their personal finances?

Significant Not having Unforeseen
loss enough expenses
money in
retirement

Advisor

Client 37%

29
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Investor Survey: Working Client Participants
What is your client’s greatest fear about their personal finances?

Outliving Significant Not having

money loss enough
money in
retirement

el 10% 24% 47%
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Unforeseen
expenses

10%
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Investor Survey: Retired Client Participants
What is your client’s greatest fear about their personal finances?

Significant Not having

loss enough
money in
retirement

Working

Retired
etire %

31
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Unforeseen
expenses

Topics for Discussion: 2016 Client Perspective
When | connect with my advisor, it’s most important to discuss?

Updates on My Investments
My Goals and Financial
Situation

[ pimensional

Current Market
and Economic
Conditions

11



My Goals and Financial
Situation

#2
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Topics for Discussion: 2016 Client Perspective
When | connect with my advisor, it’s most important to discuss?

Updates on My Investments Current Market

and Economic
Conditions

#1
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Market Performance

MSCI World

20151 (0.3%)

[ pimensional

MSCI Emerging S&P 500

(14.6%) BRENLZ

January 2016 Headlines

[ pimensional

Slide in Global ot

35
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Market Performance

MSCI World MSCI Emerging S&P 500

2015! (0.3%) (14.6%) 1.4%

8.2% 11.6% 12.0%
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Topics for Discussion: 2017 Client Perspective
When | connect with my advisor, it’s most important to discuss?

Updates on My Investments Current Market
My Goals and Financial and Economic
Situation Conditions
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Topics for Discussion: 2017 Client Perspective
When | connect with my advisor, it’s most important to discuss?

Updates on My Investments Current Market
My Goals and Financial and Economic
Situation Conditions

#2 #1
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Communicating with Clients
— Frequency
— Content
— Website
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Frequency of Interaction: Client Perspective

How many times per year
do your clients want to
talk to you?

> pimensional

40

Frequency of Interaction

4

hours spent with average client

[> pimensional

8,760

hours in a year

41

14



[B> pimensional
Frequency of Interaction

0.05%
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42

> pimensional
Frequency of Interaction: Client Perspective

What percentage of your clients 0
do not want to I 5 /0
talk to you?
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Frequency of Interaction: Advisor Perspective

How many times per year
do you talk with your clients? °

Only 9% of firms are
conducting meetings
virtually.

44
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the following medium:

Delivering Content: Client Perspective
Regarding my personal finances, | would like information delivered through

Face-to-face Hard copy/ Email or
or phone mail website
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Performance reports 13% 33% 54%
Market news 6% 7% 87%
Educational materials 4% 11% 85%
45
> pimensional

the following medium:

Delivering Content: Client Perspective
Regarding my personal finances, | would like information delivered through

Face-to-face Hard copy/ Email or
or phone mail website

Performance reports 13% 33% 54%
Market news 6% 7% 87%
Educational materials 4% 11% 85%
46
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Advisor Website

What is the role of your firm’s website?

47
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Advisor Website: Advisor Perspective

Approximately what percentage

of your clients do you think visit 0
your website on at least a 0

quarterly basis?
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Advisor Website: Client Perspective
When you visit your advisor’s website, what information do you find most helpful?

1 don’t visit my
advisor’s
website

41%

[ pimensional
Advisor Website: Advisor Perspective
What do you think clients find most important on your website?

Services Information Our firm’s News about
offered about their investment the markets
investments philosophy

50
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Advisor Website: Advisor Perspective
What do you think clients find most important on your website?

Services Information Our firm’s News about
offered about their investment the markets
investments philosophy

Sl 21% | 23% | 16%

51
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Advisor Website: Client Perspective
What do you think clients find most important on your website?

Services Information Our firm’s News about
offered about their investment the markets
investments philosophy

Advisor
Client
[ pimensional
Advisor Website
What is the one thing you would change about your overall experience
with your advisor?

“I didn’t even “I find the website very “Nothing! I'm excited
know that my frustrating. It about easy access to
advisor had a constantly changes.” our portfolio
website...” on the website.”

~65-74 ~55-64 ~35-44
year-old client year-old client year-old client

53
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Measuring Value
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Advisor Attributes: Advisor Perspective

What primary attribute do you think your clients consider most important in the
advisory relationship?

Client service JJ Experience Range of Investment Fees and
experience with clients services returns expenses
like me
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Advisor Attributes: Advisor Perspective
What primary attribute do you think your clients consider most important in the
advisory relationship?

Client service JJ Experience Range of Investment Fees and
experience with clients services returns expenses
like me

Sl 47% | 33% | 11 5% | 3%

56

19
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Advisor Attributes: Client Perspective
Choose the attribute you consider most important in your advisor relationship.

Client service J| Experience Range of Investment Fees and
experience with clients services returns expenses
like me

Advisor

Client

57
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How do clients primarily measure your value?
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Measuring Advisor Value: Client Perspective
How do you primarily measure the value you receive from your advisor?

Progress toward Sense of Security | Investment Knowledge of

My Goals or Peace of Mind | Returns My Personal
Financial
Situation

59
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Measuring Advisor Value: Client Perspective
How do you primarily measure the value you receive from your advisor?

Progress toward Sense of Security | Investment Knowledge of

My Goals or Peace of Mind | Returns My Personal
Financial
Situation

20 35% 14% 23%
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Recommending Your Advisor
Percentage of clients willing to recommend their advisor to friends and colleagues

39% ’ 48% 51% ) ‘ 98% )

2016 PWC 1.0 Power CFA Institute Dimensional 2017
Strategy Report! 2016 US Full 2016 Trust to Investor Feedback
Service Investor Loyalty Survey? Survey

Satisfaction Study?
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Recommending Your Advisor

Over the past 12 months, what

percentage of clients report that 0
they referred someone to their O

advisor?

21
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Recommending Your Advisor: Client Perspective
How do you typically make a referral?

Introduce Introduce Informally Mention My
Face-to-Face through an Email Advisor’s Name
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Recommending Your Advisor: Client Perspective
How do you typically make a referral?

Introduce Introduce Informally Mention My
Face-to-Face through an Email Advisor’s Name

3% 81%

[ pimensional
Recommending Your Advisor
Would you recommend your advisor to other friends, family members, or colleagues?
Years working Would you Have you
with firm recommend? referred anyone?
<1 Year 97% 41% 52% of advisors wait
at least one year
- o
SIS 97% 55% before asking for
3-9 Years 98% 56% referrals.
10+ Years 99% 51%

65
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Most Satisfied with Referral Process (Advisors)
Firms rating their referral process effectiveness as a 6 or 7 out of 7

83% 14 78%

Communicated to Referrals received Referral
clients how to make per advisor conversion rate
an introduction

66
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]
Final Thoughts
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What is the one thing you would change
about your overall experience with your

advisor?
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“Nothing comes to mind. If they
could do away with uncertainty;, |

would ask for that...”
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