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The New Performance Paradigm

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

1.

Learning:An Adopti ng
| e

| ncreased CI n

. Message: The key to improving advisory

performance on a sustainable basisis
understanding client behaviors and emotions.

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

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

After some research and asking other financial advisors | was referred to
Hugh Massie, the President and Founder of DNA Behavior International.

Hugh explained that he helps financial
advisors become the Wealth Mentor of their
clients to:

1. Build a trusted relationship for guiding them
to build Quality Life Performance.

nal ly transform

2. Per o)
g 0 .

S
me

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.
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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, I n the New Behavioral E
advisor performanceo.
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What is Advisor Performance?

The Definition of Advisor 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 unigque
personal, life, career, business and
financial motivations of each client
and aligning them to the team
and solutions offered.
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Common Performance Challenges for Advisors

AHaving the time to live a Quality Life and capacity to earn
income

ADe-commoditizing the business with a client centered
model and purpose

Alnability to be personally productive and stay focused on
the business plan

AL ack of self awareness to effectively communicate
AHiring, developing, engaging and retaining top talent

ADiscovering client behaviors and needs to match different
service teams and solutions offered

AAccessing, acquiring, segmenting, engaging and retaining
the ideal clients

AAddressing client service blockages within the team

AHaving the confidence to ask for the right level of fees for
the value of the service delivered

ATransforming your practice into a sustainable business
which has saleable value
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Addressing Advisor Performance Challenges

Hugh asked me 3 powerful questions to
address fnchanging the
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 clients
to the advisory team to improve
relationship connection?

If you do not, it will be hard to engage your
clients to achieve sustainable advisory
performance.
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The DNA Behavior Message

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

12

Products and markets are the same.
However, people perform differently and
require unigue 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 offered.

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

The result is that your business will
develop and retain high performing
employees and attract more loyal clients.
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Knowing yourself and others is
difficult, but critical.
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The DNA Performance
Solutions Transform
Advisorand Client
Performance.




Unique DNA Performance Methodology for Planning Transformation

Tailor communication
to deepen client
relationships

Maximize human

potential by influencing

what they do and what
drives their actions

\

1. Client

Centric

Advisor

2. Happy
Loyal
Clients

Relationship Keys for Individual

+ Remember my desire to set goals

+ Give me direct answers

+Move quickly to the bottom line

+ Offerup options & recommendations fora
decision

\

Make the right
\ ,g choices for Quality

Unique Stregths Unique Struggle Life Performance
based on
* Speaks directly « Can be controlling DNA Insi g hts

N

+ Places priority on *May
achieving goals underestimate
* Operates well in work neededto
conflict achieve goals
*Works at a fast +May be too
pace impatient
* Perfectionistic to
avoid mistakes

P
Create unique
advisory and service
experiences to
increase engagement

3. Happy
Cohesive

Family
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The DNA

Process Consists

of 3 Components:

1.Client Relationship
Performance

2.Financial Planning
Performance

3.Advisor
Performance



The Painted Picture of Your Business

The Painted Picture
Hugh asked me to imagine:

Transforming my practice to the
|ldeal Advisory Business in 3 years
ti me by Aknowi ng,
growing every | dea
provide them with customized life
long experiences, with an increase
In revenue of 20%+ pa

What impact would this have on
my team and clients living an
Improved Quality Life?
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The Advisor Benefitsof Delivering Clients Customized Life Long Experiences

+23 o
Premium in terms
of share of
wallet,
profitability,
revenue, and
relationship
growth over the

average client.
Gallop 2009

Changing t hseg

-13 %

v

Living your Quality Life and higher

personal revenue

Increased retention of ideal clients

with less cost and energy
Increased conversion of prospects tmleal
clients more quickly at lower cost

Increased productivity and cost saving

Retention and greater output
from high performing talent

Deeper
Discovery to More
Accurately Understand
Client Needs

Increased business
consistency from
following purpose

Matching
Client and
Employee

Unlocking
Execution
Blockages

The Alternative over time

Bal ance E
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Customized
Product

Offerings and
Service Delivery at Right Value

Intelligent
Systems
for
Seamless
Integration of
Behavior
into Business
Processes

Significant Client
Benefits from
Customized Service
Approach




Realizing Your Human Potential

1. | asked Hugh how do I get started?

2. Hugh explained the first step was for
me to take my DNA Behavior Profile
to discover my natural DNA talents.

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

Focusing on using his strengths 80% of the time;

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

Building better relationships via open strengths based
communication

| was really convinced | could trust
Hugh when he shared with me the
ADNA Ul ti mate Perform
from his profile.

5. |thought: Imagine if we did this with
all of our clients?

B~ P2
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Improving Results Using the DNA Ultimate Performance Guide

Letds see how this would work. We st ar
Chris, Take Charge Visionary Advisor

*Remember my desire to make
decisions

+Give me direct answers; get to the
point

*Move quickly to the bottom line

+Offerup options &
recommendations for a decision

Unique Strengths Insights Unique Struggles Insights

+Takes the lead, wants to set the *May be uncomfortable taking

agenda direction from others
+Eager to take on new challenges  *May over commit to what goals
+Sees the strategic /future vision can be achieved
+Speaks candidly

By Chris knowing his DNA Behavior style, he will improve his advisory 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
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Our

NKnowi

ng Me Knowing Youo

Mutual Sharing of DNA Insights to Close the Relationship Gap

Relationship Keys
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Client

Move quickly to the bottom line

) Offer up options & recommendations for a decision
Complete DNA Discovery

Honor my need for structure, schedules,

_ _ _ Advisor
Customer Remember my desire to control outcomes Use summaries, bullets, and key points Service Provider
Partner Partner
Family Member Give me direct answers, get to the point Anticipate my immediate responses and Family Member
Employee quick fixes

rules
Lock for ways to minimize the risks

Employer/Leader

Complete DNA Discovery

= B || — T || T
] |l Unique Strengths Unigue Struggles
Initiating, wants to set the Operates well in conflict | can be controll!ng and not
agenda know it
Piaces. nlgh priority on Works at a fast pace | may unueres@mate work
Increase achieving goals needed to achieve goals |
Self Awareness, ] Self g(xzzsrfess
Engagement, Speaks directly Analyzes before deciding ScIn s am o Engagement '
Confidence and impatient 9ag ’
Wisdom Confidence and
Sees the strategic/future Conducts research to Somelimes | am & Wisdom
: 2 perfecticnistic to avoid
potential determine facts e

DNA Ultimate Performance Guide
for sharing to connect with others in conversations, business cards, CRMs, email and websites

Customize Service Experiences for Unique Individuals Based on DNA Insights
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The DNA Behavior Difference i Connecting Advisors, Clients, Solutions

Communication Financial DNA
DNA Discovery Discovery

Advisor + Team

~ DNA Client DNA Financial Planning DNA Advisor
Relationship Performance Performance to Performance to
to Tailor Communication Build a Quality Life Maximize Human

and Customize Experiences Potential
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Increasing Client Engagement in Your Services

Next, the advisor and eachteamme mber uses DNA i nsights

The DNA Relationship System

Turnkey Online System for Matching Advisors- Employees-Clients-Solutions
from Phone Call to Service Delivery

Communication Communication

X . H

P - DNA Discover DNA Discovery

" .t yoou DNA

A ST Wil o ST Wil

: . .
Advisor & Team Communication Office Systems Communication )
& Engagement & Engagement Clients

Keys of Advisor/Team Keys of Clients

)

Tailored Communication  Unique Experiences Increased Engagement

Growth of Portfolio E E $$$$ Funds $$$$
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Transforming Client Engagement in Your Services: The Process

1. Segment and Match Your 2. Powerful Strengths Based
Clients to Advisors and Discovery Questions

Employees Based on their

Based on their Communication DNA Style
Communication Style

6. Customized Messaging
Send Personalized
Messages Based on Your
Clientdéds Commun
and Interests

3. Tailor Your Work Flows
Based on their Communication
Style and Specific Needs

5. Solution Matching 4. Provide Customized

Match Your Clients to the Right EXp.e”enceS .
Solutions Based on their Communication

Style or Specific Needs

Copyright & 2001-2011 DNA Behavior International




How Should the Advisor (Chris) Work with Different Team Mates?

— . When communicating with John,
é Chris should:
Aviake the mood positive and
fun
= AUse graphics and make

John meetings more interactive
Outgoing People Connector
with a

Lifestyle Desire

When communicating with Sarah,
Chris should:
MSoften the tone of

Substantial Adapting

Needed - communication
. \ Lw—  fCheck in with her regularly to
Chris Sarah ensure she is comfortable
Financial Advisor Patient Stabilizer
Take Charge Visionary with a

with a Stability Need
Goal-Setting Focus .

When communicating with Laura,
Chris should:

ABe thorough as she may have
guestions

ACommunicate precisely

Chris sets the agenda and
communicates directly.

zi/

Chris has a tendency to be fast-

- Laura
paced and direct when Planned Analyzer
communicating with others with an

Information Need

22 Copyright & 2001-2011 DNA Behavior International



Advisor Relationship Challenges for Engaging Clients

o © O o

r O O
i Advisor O
Communication:

1-1 Session Client
Emails
Brochures
Web

$$$ Assets $$$

Professional Saflsfiea
) but not
DSeI_rV|ced Feeling
UM Connected

Knowledge of Client Low
Intimacy with Client Low
Leverage with Client Low
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Systems Approach for Client Participation
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.

Client / Business Your

Website / _ Business
Online, Integrated with [ERCAULIE DNA Data CRM

Connects to Meeting, Your Business DNA D'SSC(iVefy Export System
Your Service SIEEA Il Discovery ystem

Business Application CICHRLIELCEI Completion

Prospect

Help Your Clients
Make the Right
Choices:

Client Receives Communications

Report

ACustomized
Services
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Communication DNA Consumer and Enterprise Reports

25

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.

- = ] ‘.-: = h&A B
Cormmunication DA’ Communication DNA" = [~ |
— = —— e _.
Emenorise Communication DA Repor for: Crrs Coagingon .
g Information 5 I - NG i B

Consumer Report Enterprise Reports
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Enterprise Reports
Include:

AThe Enterprise
Communication DNA
Report

AThe DNA Customized
Experience™ Report

AThe DNA Client Service™
Report

*In addition to these
reports, additional solutions
and services available
include powerful questions,
customized messaging,
advisor-product matching
and sales style adaptation.



How Should Different Employees Communicate with the Client?

When communicating with Frank,
John should:
AViore quickly get to the bottom
line
= MAinimize the enthusiasm
John
Lifestyle Desire

When communicating with Frank,

Sarah should: Substantial Adapting, . ‘ ;

Me more direct

Anddress and review goals Needed
N 4 i~
Sarah :
Stability Need Frank (Client)
Goal-Setting
Focus

Frank focuses on goals and the
big picture when communicating.

When communicating with Frank,
Laura should:

ANote the important points
Avoid unnecessary details

Laura
Information Need
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Transforming the Advisor Role to Wealth Mentor of the Client

Traditional Advisory
Approach:

A Financial Planning
Technician

A Investment Manager
A Financial Education

Wealth Mentoring Role:

A Behavioral Guide
A Coach

A Wisdom Transferor
A Collaborator

A Sounding Board
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Certified
Wealth Mentor



Re-Define Financial Planning Performance for Your Clients

Financial Planning is the act of planning for at least one
financial goal or need by gathering and analyzing relevant
behavioral, life and financial data resulting in an action
plan or recommendations while identifying other client
Issues that may deserve attention.
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Weal th Mentoro6s Buil ding

DNA ~ Facilitation of ~ Setting Life Documentation &
Discovery - Discover ~ Purpose Goals ‘Accountability

Behavioral Environment Career/Business

Talents Experience

Relationships

Financial _ Health
DNA® Life Purpose
Discovery Recreation

Philanthropy

Passions& Knowledge
Vision Aptitudes

v

» Financial DNA Discovery Process
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DNA Advisory Performance Review

Develop Your Advisory Performance
Potential. Complete your Advisor
Performance 360° Discovery

|dentify how your advisory style is
perceived by your clients and team to
develop greater performance. The
Process:

AJncovers 75 items relating to your
advisory performance in 7 distinct areas:
Communication, Results, Relationships,
Trust, Emotional Intelligence, Values,
Competence

Adighlights top 10 advisory strengths and
struggles.
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Communication

Competence

L 4

_ | Performance I _
\.‘.\ '\,.
Values Relationshipj

Emotional
Intelligence

Results)

Advisor |

|

360A

Trustj



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 @“‘ ot .
2. First inquiry calls i ""‘}r
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

33 Copyright & 2001-2011 DNA Behavior International



Rollout of DNA Behavior Solutions in Your Business

DNA Relationship Performance

Using Communication DNA Discovery

To Match Employees ” Clients ” Families ” Solutions ” Technology

Business Client

Performance
Performance Hsing Financial DNA

Using Business DNA Discovery :
Discovery

ALeadership Development AQuality Life Goals

ASales Capacity APassions

AcClient Service Execution Avalues

APersonal Productivity ALife Purpose + Meaning

AEmployee Evaluations ARisk Tolerance

ABusiness Planning ABehavioral Por

ATeam Building AFinancial Education

AHiring and Talent Alignment AExecutive Work Life Balance

ABoard Dynamics AFamily Wealth Transfer

ACareer Planning APlanned Giving

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
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