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The New Performance Paradigm 

I was recently at a seminar put on by my business 
discussion group about: 

 

1.  Learning to ñUnlock the Right Brain in Your 
Businessò.  

 

2. Message: The key to improving sustainable 
performance is understanding client behaviors 
and emotions.  

 

3. Issue: Is the concept of shifting from planning 
and products to client behaviors and emotional 
connection too soft for advisor and client 
participation? 

 

4. Validation: Compelling research which 
connects employee and client performance to 
emotional engagement. 

 

 

 

. 

Roger Simons 

Financial Services Firm 

Business Leader 
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The Benefit to Emotionally Engage Your Clients and Employees   
 

2009 Gallup Research shows 

that when clients are fully engaged 

and have a strong emotional 

connection to the business, they 

deliver an average 23% premium 

in terms of share of wallet, 

profitability, revenue, and 

relationship growth over the 

average client.   

 

Businesses that simultaneously 

engage BOTH their employees, 

and clients emotionally are likely to 

experience up to 2.4 times 

increase in financial performance.  
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The Role of Chief Human Performance Advisor 

 

Hugh explained that he helps CEOôs, 
employees and advisors in the role of           
ñChief Human Performance Advisorò to:  

 

1. Build trust personally, in teams and with 
clients.  

 

2. Personally transform with their own ñinner 
gameò. 

 

3. Shift the advisory model to providing unique 
customized life long experiences for each 
client. 

 

4. Achieve the right repeatable actions using 
predictable DNA Behavior insights and 
performance measurement. 

 

 

 

After some research and asking other business leaders I was referred to Hugh 

Massie, the President and Founder of DNA Behavior International. 
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DNA Behavior Provides Systems to Connect the Left and Right Brain 
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The Need to Move from Numbers to Human Behavior   

Hugh explained that:  

1. Focusing on management processes helps achieve the first 

level of improved business results.  

2. However, in the New Behavioral Economy ñbehavior drives 

business performanceò. 
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What is Business Performance? 

 

The Definition of Business Performance 

Acting with high levels of confidence 

 and wisdom to achieve improved  

business results through  

efficient execution of a  

client centered business plan.  

 

The key is discovering the unique  

personal, life, career, business and  

financial motivations of each client 

and matching them to the team  

and solutions offered. 
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Common Performance Challenges for Financial Services Businesses 
 

ÅDe-commoditizing the business with a client centered 

model and purpose 

ÅSetting the right business priorities and framing the 

message for the team to follow 

ÅLack of self awareness and confidence of employees to 

effectively communicate with their team and clients 

ÅHiring, developing, engaging and retaining top talent 

ÅIncreasing sales team capacity and productivity 

ÅDiscovering client behaviors and needs to match different 

service teams and solutions, and unlock cross selling 

ÅAccessing, acquiring, segmenting, engaging and retaining 

the ideal clients  

ÅAddressing client service blockages within teams 

ÅLack of board cohesion and leadership disconnected from 

the business activities 

ÅHelping clients and employees to more confidently choose 

between the many options in their life 
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Addressing Business Performance Challenges 

Hugh asked me 3 powerful questions to 
address ñchanging the  balanceò in our 
business from results to relationships: 

 

1. Does your business know its clients and 
employees well enough to provide 
customized experiences? 

2. Do you have the processes, systems and 
scripts to customize your offering to 
different client styles? 

3. Do you know how to better match 
advisory teams and clients to improve 
relationship connection? 

 

If you do not, it will be hard to engage your 
clients to achieve sustainable business 
performance. 

 

Changing the Balance Ê 
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The DNA Behavior Message 

Hugh re-explained to me what the 
presenter had been saying this way:  

 

Products and markets are the same. 
However, people perform differently and 
require unique experiences.  

 

To perform in this environment you need 
to understand and match the unique 
innate behaviors and preferences of your 
clients to employees and solutions. 

 

The key to your success is knowing who 
you are and then learning how to engage 
and motivate different employees and  
advisors to provide customized services 
to clients.  

 

The result is that your business will 
develop and retain high performing 
employees and attract more loyal clients. 

 

Knowing yourself and others is 
difficult, but critical. 

The DNA Performance              
Solutions Transform                     

Business, Advisor and Client                    
Performance. 
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Unique DNA Performance Methodology for Transformation 

Create unique advisory   

and service experiences to 

increase engagement 

1. The  

Great  

Leader 

 

2. Client  

Centric  

Advisors and 

Employees 

3. Happy  

Loyal  

Clients 

Maximize human 

potential by influencing 

what they do and what 

drives their actions 

Tailor communication to 

deepen client 

relationships for           

repeat business 

The DNA Process 

consists of 3 

components: 

1.Maximize human 

potential 

2.Build loyal 

relationships 

3.Customize service 

experiences 

 



14 Copyright â 2001-2011  DNA Behavior International 

The Painted Picture of Your Business 

The Painted Picture 

Hugh asked me to imagine:  

 

My business ñknowing, 
engaging and growingò every 
advisor in 3 years time for a 
cost of less than $10 each 
per year to provide them with 
a customized life long 
financial planning experience, 
with an increase in revenue 
of 20%+ pa. 

 

What impact would this have 
on my team and advisors 
living an improved Quality 
Life? 
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The Firm Benefits of Delivering Clients Customized Life Long Experiences  

Changing the Balance Ê 

+23 % 

-13 % 

 

 

Deeper  

Discovery to More  

Accurately Understand  

Client Needs 

 

Matching  

Client  and  

Employee 

Behavior 

 

 

 

 

 

Customized  

Product  

Offerings and  

Service Delivery 

 

Intelligent  

Systems  

for 

Seamless  

Integration of 

Behavior  

into Business 

Processes 

 

 

 

 

 

Unlocking  

Execution 

Blockages   

 

Retention and greater output  

from high performing talent  

Increased business  

consistency from  

following purpose 

Increased productivity and cost savings  

Increased conversion of prospects to clients 

more quickly at lower cost 

Increased retention of ideal clients  

with less cost and energy 

Increased revenues from clients  

through up and cross selling 

The Alternative over time 

Premium in terms 

of share of       

wallet,   

profitability, 

revenue, and 

relationship 

growth over the 

average client. 
Gallop 2009  

Significant Client 

Benefits from  

Customized Service 

Approach 
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Realizing Your Human Potential 

1.I asked Hugh how do I get started? 

2.Hugh explained the first step was for 
me to undertake Business DNA 
Discovery to reveal my natural DNA 
talents.  

3.He said the reasons his own 
performance had improved over the 
past 10 years were:  

Å Focusing on using his strengths 80% of the time; 

Å Managing the struggles to get out of his own way; and  

Å Building better relationships via open strengths based 
communication 

4.I was really convinced I could trust 
Hugh when he shared with me the 
ñDNA Ultimate Performance Guideò 
from his discovery.  

5.I thought: Imagine if we did this with all 
of our clients? 
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Roger, Take Charge Visionary Leader 

Improving Leadership Using the DNA Ultimate Performance Guide 

By Roger knowing his DNA Behavior style, he will improve his leadership 

performance on a sustainable basis by: 

1. Using his strengths to get on his Performance Pathway 

2. Openly relating to others to increase Emotional Engagement  

3. Higher personal self belief to build Confidence 

4. Managing his struggles to exercise Wisdom 

 

Letôs see how this would work.  We start with the Business Leaderé 
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Our ñKnowing Me Knowing Youò Business Approach 

Customize Service Experiences for Unique Individuals Based on DNA Insights 

Mutual Sharing of DNA Insights to Close the Relationship Gap 

DNA Ultimate Performance Guide 

for sharing to connect with others in conversations, business cards, CRMs, email and websites 

Employer/Leader 

Advisor 

Service Provider 

Partner 

Family Member 

 

Employee 

Client 

Customer 

Partner 

Family Member 

Complete DNA Discovery  
Complete DNA Discovery  

Increase  

Self Awareness, 

Engagement, 

Confidence and 

Wisdom 

Increase  

Self Awareness, 

Engagement, 

Confidence and 

Wisdom 
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Leader Team 

The DNA Behavior Difference ï Connecting Employees, Clients, Solutions 

DNA Team  

Performance to  

Unlock  

Blockages 

DNA Leadership 

Performance to 

Maximize Human 

Potential  

Clients 

DNA Client  

Relationship Performance  

to Tailor Communication 

and Customize Experiences  

  

Business DNA 

Discovery 
Communication 

DNA Discovery 
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Increasing Client Engagement in Your Services  

Next, each advisor and team member uses DNA insights to understand the clientsé.  

Communication  

& Engagement  

Keys of Employees 

Communication  

DNA Discovery 

Communication  

& Engagement  

Keys of Clients 

Tailored Communication   Unique Experiences   Increased Engagement 

The DNA Relationship System 

Turnkey Online System for Matching Employees-Clients-Solutions  

from Phone Call to Service Delivery 

$$$$  Funds  $$$$ Growth of Portfolio  

CRM 

Call Center 

Communication  

DNA  Discovery 

Sales & Support 
Clients 
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Transforming Client Engagement in Your Services: The Process 

3. Tailor Your Work Flows 
Based on their Communication  

Style and Specific Needs 

1.  Segment  and Match Your 
Clients to Advisors and 

Employees                           
Based  on their             

Communication Style 

5. Solution Matching 
Match Your Clients to the Right 

Solutions 

6. Customized Messaging 
Send Personalized  

Messages Based on Your  
Clientôs Communication Style  

and Interests 

2. Powerful Strengths Based 

Discovery Questions  

Based on their  

Communication DNA Style  

4. Provide Customized 
Experiences 

Based on their Communication 
Style or Specific Needs 
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Business Relationship Challenges for Engaging the Team  

Leader Team 

Leader Messaging 

Communication: 

Group Meetings 

1-1 Session 

Emails 

Presentation 

Hit Miss Miss Miss 

 $$$ Assets $$$ 

Business  

Priorities  

Communicated 

Knowledge of Employee 

Intimacy with Employee 

Leverage with Employee 

Low 

Low 

Low 

Doing the Job  

but not  

Feeling  

Connected 
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How Should the Leader (Roger) Work with Different Team Mates? 

Roger  

Business Leader 

Take Charge Visionary             

with a                                         

Goal-Setting Focus 

John 

Outgoing People Connector               

with a 

Lifestyle Desire 

Sarah 

Patient Stabilizer       

with a                     

Stability Need 

Laura 

Planned Analyzer 

with an  

Information Need 

When communicating with Sarah, 

Roger should: 

ÅSoften the tone of 

communication 

ÅCheck in with her regularly to 

ensure she is comfortable 

Roger sets the agenda and 

communicates directly.  

 

Roger has a tendency to be fast-

paced and direct when 

communicating with others 

When communicating with Laura, 

Roger should: 

ÅBe thorough as she may have 

questions 

ÅCommunicate precisely 

When communicating with John, 

Roger should: 

ÅMake the mood positive and 

fun 

ÅUse graphics and make 

meetings more interactive 

Substantial Adapting  

Needed 
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How it Starts 

Our turn-key online relationship system seamlessly connects the preferences of your clients and prospects to the right 

employees and solutions via your website or intranet and CRM. 

Your 

Business 

CRM 

System 

DNA 

Discovery 

System 

Business 

Website / 

Integrated with 

Your Business 

Processes for 

Client Intake 

Client / 

Prospect 

Connects to 

Your 

Business 

Help Your Clients 

Make the Right 

Choices: 

Å Tailored  

 Communications 

ÅCustomized 

Services 

 

Online  

DNA 

Discovery 

Completion 

DNA Data 

Export 

Client Receives 

Report 

 

Online, 

Meeting, 

Service 

Application         

 

Systems Approach for Client Participation 
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Consumer Report Enterprise Reports 

A Consumer report is received by the client which highlights their communication 

preferences.   

 

More detailed Enterprise reports are available to your firm for deeper insight into how 

to customize the relationship with your clients, and for training. 

Communication DNA Consumer and Enterprise Reports 

Å The Enterprise 

Communication DNA 

Report  

ÅThe DNA Customized 

ExperienceTM Report 

ÅThe DNA Client ServiceTM 

Report 

 

 

 

 

*In addition to these 

reports, additional solutions 

and services available 

include powerful questions, 

customized messaging, 

advisor-product matching 

and sales style adaptation. 

Enterprise Reports 

Include: 
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Communication DNA Data Storage in CRM 

ÅDNA Client  

Workflow 

ÅDNA Customized  

Experience 

 

 
Available to be 

Provided by DNA  

Behavior ï based on 

Communication  

DNA Data 

How Service Calls are Handled 

Tailored Communication 

Client/Prospect Call/Service Center Call/Service         

Center Operator 

Calls Your Business Match Client to the 

Right Support Provider 

Communication DNA 

Data Provided 

Automated 

Messaging 
CRM 
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How Should the Client Service Center Be Structured? 

Helen Jones 

Client 

 Lifestyle Desire 

Requires Engagement, 

Minimal Details 

 

P
ro

v
id

e
s
 In

s
id

e
  

S
u

p
p

o
rt 

First Call to   

Service Center 

Refer Call to Advisor/  

Relationship Manager 

Laura 

Planned Analyzer 

with an  

Information Need 

Provides Details 

Sarah 

Patient Stabilizer       

with a                     

Stability Need 

Follows Scripts and 

Procedures 

John 

Outgoing People Connector               

with a 

Lifestyle Desire 

Provides Engagement 

Objective:  

1. Client should be matched to the 

advisor and call center rep who 

have a similar behavioral style 

2. Advisor should be supported by 

a team member with different 

talents 
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How Are Solutions Provided? 

CRM 

Communication DNA Data  

Storage in CRM 

Sales Team Member Call Center 

Refer Client to the Right 

Sales Team Member 

Engaged Client 

Tailored Communication 

Customized Product Offering 

Product Selection 

Product  

Platform 
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How Should Different Employees Communicate with the Client? 

John 

Lifestyle Desire 

Sarah 

Stability Need 

Laura 

Information Need 

When communicating with Frank, 

Sarah should: 

ÅBe more direct 

ÅAddress and review goals 

When communicating with Frank, 

Laura should: 

ÅNote the important points  

ÅAvoid unnecessary details 

When communicating with Frank, 

John should: 

ÅMore quickly get to the bottom 

line 

ÅMinimize the enthusiasm 

Frank (Client) 

Goal-Setting  

Focus 

Frank focuses on goals and the 

big picture when communicating. 

Substantial Adapting  

Needed 
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Helen Jones 

Lifestyle Desire 

Craig Moon 

Stability Need 

Joshua Connor 

Information Need 

When communicating with Craig, 

John should: 

ÅSoften the tone of  

Åcommunication 

ÅCheck in with him regularly to 

ensure he is comfortable 

John is enthusiastic and loves to 

socialize and network.  

 

He often finds pleasure in small 

talk and ñcatching upò. 

When communicating with Joshua, 

John should: 

ÅBe thorough as he may have 

questions 

ÅCommunicate precisely 

When communicating with Helen, 

John should: 

ÅMake the mood positive and 

fun 

ÅUse graphics and make 

meetings more interactive 

How Should the Relationship Manager (John) Communicate with the Clients? 

John 

Team Member 

 Lifestyle Desire 
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Some Increased Client Engagement Indicators 

We measure the success of our approach 
through the strength and recent occurrence 
of the following types of client engagement 
indicators: 

 

1. Providing referrals and recommendations 

2. First inquiry calls  

3. First or additional client meetings 

4. Purchase of additional services 

5. Purchase of new service offerings 

6. Attendance at events 

7. Responds to company communications 

8. Treats company team well 

9. Demonstrates trust in team 

10. Completed a service evaluation 
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Rollout of DNA Behavior Solutions in Your Business 

ÅLeadership Development 

ÅSales Capacity 

ÅClient Service Execution 

ÅPersonal Productivity 

ÅEmployee Evaluations 

ÅBusiness Planning 

ÅTeam Building 

ÅHiring and Talent Alignment 

ÅBoard Dynamics 

ÅCareer Planning 

 

 

ÅQuality Life Goals 

ÅPassions  

ÅValues 

ÅLife Purpose + Meaning 

ÅRisk Tolerance 

ÅBehavioral Portfolioôs 

ÅFinancial Education 

ÅExecutive Work Life Balance 

ÅFamily Wealth Transfer 

ÅPlanned Giving 

Business  

Performance 
Using Business DNA 

Discovery 

Client             

Performance 
Using Financial DNA    

Discovery 

DNA Relationship Performance 
Using Communication DNA Discovery  

 

 To Match Employees ǒ Clients ǒ Families ǒ Solutions ǒ Technology 

Are you ready to benefit from our suite of human performance solutions for client centered business transformation?  

Contact us for further information: inquiries@dnabehavior.com  

 


